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Root Causes of Conflict

Basic Human Needs:
Self-

Psychological/ldentity actualizaton
Needs \
(Emotional/Spiritual)

Self-esteem

Love and Belonging

Survival Needs:

FOOd/Water -
S AR
Wa rm t h letsstartthinking.org

Maslow”s Hierarchy of Needs

BUILDING STRONGg,

®




Psychological/ldentity Needs

= Need for Belonging — fulfilled by loving,
sharing, and cooperating with others

* Need for Identity/Recognition (power) -
fulfilled by being recognized and respected,
being valued

* Need for Freedom (autonomy) - fulfilled by
making choices in our lives and being safe

» Need for Fun (enjoyment) — fulfilled by
laughing and play
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Real World Examples

Water conflict spots in Africa

¢

The availability of fresh water in Africa is growing fess and
less every year while the ovevall papulation continues io
explode. Expents are already worried about the current
water siress on the continent, which is projecied to

Lakee Chud on the
bawter of Nigeria
and Camarcan =)

Piver Mile {Ethiopéa
& Egyptl

get worse if the effects of climate change are not
tackled. While Alvica has contributed the least ia
L climate change {low green-house gas emissians),
f, . experts say it is the mast vulnerable to dimate change

According to Global Water Fulwres, Agriouitune is the largest

& . L _
» : b v 77 RS N =
o eonsumer of fresh water resources globally, 1 __ T o s ey I SYRIA !
PSS i R L SRR
> SRRSO 4
“up ] Torcaria £ ! S LEBANONE - I RAN !
E Conflict Potential Confiiet o | < rf © 95 i ] IRAQ™ AFGHANISTAN )
spots spots e o o e b ALGERIA — SHiAl —=\,/J0RoAN North
: & sedar Islaad on Hamibia K5 = e [ \\_‘ azm.stan

» L Bt vwind boider

~ sAUDI
Y ARABIA

Al-Qaeda, affiliotes

and fellow travellers

1 Core al-Oaeda

2 Loshkar-e-Taiba

3 Toliboan

4 Jabhat ol-Nusra (JAN)

& Islamic State of Irog
and ol-Shom (ISI5)*

6 Al-Queds in the Arabian
Perinsula (AOAP)

T The Shahab

B Al-Qoeda in the
Fstaric Maghreb (AIM)

A 4| | [ nrGERIA

— N

AT LN T T ne e

INDIAN
OCEAN 9 Ansar al-Sharia
Sources: The Economist; press reports { H \ *Formerly AQI 10 Boko Haram
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Expression of Needs

»= Belonging — jealousy, competition,
recognition, “cliques”, rumors

= Value/Power — recognition, inclusion,
responsibilities, titles, privileges, wages

= Enjoyment — laughing, chatting, gossip,
expression of personal style

= Freedom — scheduling, appearance,
friends, location

®
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Wants and Needs

ants

Things we don't really need but
would like to have.

NECDS

Things we must have in order
to stay alive.

®
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Cultural Norms

Fundamental Attribution
Error

®
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Finite Resources

LET ME KNOW WHICH
GROUP T SHOULD STOP
WORKING ON

ESSENTIAL
CRITICAL

MUST-HAVE

https://benzironen.files.wordpress.com/2008/06/world-ice-cream.jpg

https://blog.optimizely.com/wp-content/uploads/2014/07/Dilbert-

Prioritization-€1404265373651.jpg

®
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Value Differences

http://www.theeffect.co.nz/UserFiles/TheEffect/Image/Value%20

%20Value%20Differences.jpg

®
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Value Words to Listen For

Right
Honest
Equal
Fair
Good

Wrong
Dishonest
Unequal
Unfair

“Somewhere between right and
Bad wrong there is a qmd{ n. T will

meef ) ou Ih{ re.” — Rumi

®
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Additional Sources of Conflict

e Assumptions and perceptions — CYA -
Check Your Assumptions

e Lack of clarity on roles and responsibilities

e Miscommunication or Disinformation

 Information overload

* Organizational Constraints

* Strong Emotions
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Dialogue

Differences of
opinion and
interpersonal
frustrations are
resolved by
dialogue

The parties are
mterested in and
lListen to each
others” points of
view

The parties are
willing to search
for solutions
that are
acceptable to all
mvolved parties
Focus on
reaching
agreement

Treshold:
Argumentation
for standpoints

Dismission

Positions are
formed

Arguments are
cted and
form systems

Discussions with
to goal of
gettmg the
counterpart to
realize
advantages of
one’s own
standpoint

Negotiations
about isspes

Beginning of
imtation over
the mmreasonable
attitude of the
counterpart

Conviction that
it is possible to
reach agreement
through fair
argumentation

Focus on
convincing the
counterpart

Treshold:
Manipulative
debating
techniques

Debate

Debates between
fixed positions

The counterpart
is ?ercen-'ed as
not receptive to
influence

Parties tries to
get tactical
advantages by
using )
manipulative
debating
techniquies

The arguments of
the counterpart
are described as
uzelevant,
musinformed,
misleading,
extreme, etc.

Groups form
around
standpoints

Parties look for
hidden meanings
In statements

Inability to_trust
the good will and
sincerity of the
counterpart

Focus on
winning the
debate and/er
aining support
ig'rom bystanders

Treshold:
Unilateral
action

Unilateral
action

Discussions are
regarded as
meaningless,
unilateral action
1s the only
remaining
option.

The counterpart
5 presented with
fait accompli

Reduced werbal
communication
leads to fantasies
about the “true
motives” and
hdden agendas
of the
counterpart
The ability to
and propensity
to feel empathy
towards the other
is drastically
need

Focus on
pushing through
OWN Wants

ough .
unilateral action

Treshold:

Deniable
urnishment
ehaviour

Conflict escalation in 9 steps

Intimidation

Actions to
undermine or
marginalize the
position of the
other in

group

Covert )
harassments in
order to
intimidate the
counterpart

Spiteful possip

Groups are
formed around
antipathies and
sympathies
towards persons

Increasing
experience of the
counterpart as
incurably
difficult to deal
with,
mcompetent,
malevolent or
neurotic

Focus on_
marginalizing
the counterpart

Treshold:
Face loss

Loss of face

Experience of
now knowing
the "true”
(immoral) nature
of the

counterpart
Firm conviction
that the

counterpart is
thoroughly
cormupt/incom-
petent/neurotic/
antagonistic

Public face loss
may be
engineered

Conviction that
efforts to reach
agreements are
mger:?lj.ngless.: the
counterpart is
not believed to
be capable of
living up to
maral
obligations

Focus on
expelling the
counterpart from
social
community

Treshold:
Threats and
ultimatoms

Strategical
threats

The counterpart
is perceived as
dangerous and
untrustworthy

Threats of
painful measures
15 regarded as the
only workable
way to mhibit
the” destructive
behavieur of the
counterpart.

Ultimatums and
counterultima-
toms

Focus on
gaining control
over the actions
of

counterpart

Treshold:
Attacks
intended to
cause consi-
derable pain

Painful
attacks

Efforts to cause
considerable
pain for the
counterpart,
order to force the
counterpart to
concessions

Focus on forcing
the counterpart
to yield

Treshold:
Attacks agaimst
the vital
functions of the
counterpart

Adapted from F. Glasl (1997) Konfliktmanagement. Ein Handbuch fiir Fithrungskréfte, Beraterinnen und Berater, J. Auflage. Bem: Paul Haupt Verlag,
by Thomas Jordan, Department of Work Science, G&teborg University, Sweden, 2007. E-mail: thomas jordani@av.gu.se

Glasl’s Model of Conflict Escalation

Elimination

Attacks agamst
vital functions
in order to
permanently
Incapacitaté the
counterpart

Foucs on
eliminating the
counterpart

Treshold:
Total war of
annihilation

Together into
the abyss

The counterpart is
perceived to be
such a major
danger for the
Good that the
counterpart has to
be destroyed even
e price 15,
one’s Own min

No retum

Total war of
annihilation

Focus on
destroving the
counterpart at any
cost

®
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Conflict Interventions

 Instage 1, the 2 parties could get together
to work things out.

e |n stage 2, a neutral facilitator might be
brought in to improve communication
between the 2 parties.

e This continues to interventions of
Concliliation, Mediation, Arbitration and
Litigation at subsequent stages with Force
being the final intervention such as a
dominant military force in wartime.

®
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Conflict Resolution Styles
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How to Navigate through Traffic

Shift into the right gear...

=

Use the
appropriate
Conflict
Resolution
Style



Goal Driven

Your
Intent
1o
Satisfy
Your
OWN
Needs

Conflict Resolution Styles

L

eamAssertivenessmps

,_
o
=

«
=y

& ™~

W/L

Competitor

DL L
Avoider Accommodator
<= Cooperation mmp High

Your Intent to Satisfy Needs of OTHERS

Relationship Driven




Conflict Resolution Styles

High
'%‘ Competition Collaboration
Your Intent E
to Satisfy < _
Your = Compromise

AGHBRQY’S v
0O
=
S | Avoidance Accommodation
Low

Low Concern for Others (Interpersonal Regard) High

Your Intent to Satisfy Needs of Others

®
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What is Your Conflict Resolution Style?

What are the styles of those with whom you work?




What is Your Conflict Resolution Style?
What are the styles of those with whom you work?

BUILDING STRONGg,




What is YOUR

Conflict Resolution Style?
In which style did you have the highest score?

Take the POLL now!

®

BUILDING STRONGg,




Polling Question

Based on your assessment results, what is YOUR
Conflict Resolution Style? (In which style did you have
the highest score?)

a. Avoiding

b. Harmonizing/Accommodating
c. Forcing

d. Compromising

e

Collaborating

®
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Let’s Take a Look

at Each!

®
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Recognizing the Avoiding Style

‘“Whatever...l don’t care.”

®
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Avoiding Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

®
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Avoiding Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

Low

®
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Avoiding Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

Low

Low/Medium/High

®
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Avoiding Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

Low

Low/Medium/High

Yes

®
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Avoiding Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

Low
Low/Medium/High

Yes

Low

®
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Avoiding Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

Low
Low/Medium/High
Yes
Low

Low

®
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Avoiding Style

When is this style
most appropriate?

Issue Important

to You Low

b o Low/Medium/High
Abili‘_[y_/WiIIingness to Yes
Sacrifice

Relationship Importance Low

Time Available Low

Need for Innovative Low

Solution

®
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Tips for the Avoider

 Focus on not giving up as quickly.
 Draw them back to the discussion.
« Keep the conversation positive.

BUILDING STRONGg




Recognizing the
Accommodating Style

“Whatever you want...”

®
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Accommodating Style

When is this style
most appropriate?

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

®
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Accommodating Style

When is this style
most appropriate?

Issue Important

to You Low

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

®
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Accommodating Style

When is this style
most appropriate?

Issue Important

to You Low

Issue Important -
to Other Person High

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

®
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Accommodating Style

When is this style
most appropriate?

Issue Important

to You -ow
Issue Important I

to Other Person High
Ability/Willingness to Yes

Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

®
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Accommodating Style

When is this style
most appropriate?

Issue Important

to You O
Issue Important -

to Other Person High
Ablll'_[y_/W|II|ngness to Yes
Sacrifice

Relationship Importance High

Time Available

Need for Innovative
Solution

®
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Accommodating Style

When is this style
most appropriate?

Issue Important

to You O
Issue Important -

to Other Person High
Ablll'_[y_/W|II|ngness to Yes
Sacrifice

Relationship Importance High
Time Available Low

Need for Innovative
Solution

®
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Accommodating Style

When is this style
most appropriate?

Issue Important

to You O
Issue Important -

to Other Person High
Ablll'_[y_/W|II|ngness to Yes
Sacrifice

Relationship Importance High
Time Available Low

Need for Innovative
Solution Low

®
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Tips for the Accommodator

 Encourage them to talk about their perspectives
and needs.

* “It would make me happy if you told me what you
— ———— Yo\ SAY YoURe
-f_--_-_-:_:-.-_:_= TRepTeD Like A

want to do.”
VOORMAT. ?

TelL me mope.

®
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Recognizing the Competing Style

“I’'m not worried about what they
want, the important things is...”

®
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Competing Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

®
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Competing Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

High

®
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Competing Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

High

Low/Medium

®
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Competing Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

High

Low/Medium

No

®
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Competing Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

High
Low/Medium

No

Low

®
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Competing Style

When is this style
most appropriate?

Issue Important .
to You ngh
Issue Important -
to Other Person Low/Medium
Ability/Willingness to N

2. O
Sacrifice
Relationship Importance Low
Time Available Low

Need for Innovative

Solution

®
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Competing Style

When is this style
most appropriate?

Issue Important .
to You ngh
Issue Important -
to Other Person Low/Medium
Ability/Willingness to N

2. O
Sacrifice
Relationship Importance Low
Time Available Low

Need for Innovative

. Low
Solution

®
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Tips for the Competitor

Make competitors come out of the situation
feeling as If they’'ve won

Put yourself in the other person’s shoes

As a competitor, consider what it really means to

WIn

BUILDING STRONGg,




Recognizing the
Compromising Style

“We’ll both just have to give
a little.”

®
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Compromising Style

When is this style
most appropriate?

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

®
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Compromising Style

When is this style
most appropriate?

Issue Important Medium/Hiah
to You 9

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

®
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Compromising Style

When is this style
most appropriate?

Issue Important - -
‘0 You Medium/High
Issue Important Medium/High

to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

®
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Compromising Style

When is this style
most appropriate?

Issue Important - -
‘0 You Medium/High
Issue Important Medium/High

to Other Person

Ability/Willingness to

Sacrifice Yes

Relationship Importance

Time Available

Need for Innovative
Solution

®
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Compromising Style

When is this style
most appropriate?

Issue Important - -
‘0 You Medium/High
Issue Important Medium/High

to Other Person

Ability/Willingness to

Sacrifice Yes

Relationship Importance Medium/High

Time Available

Need for Innovative
Solution

®
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Compromising Style

When is this style
most appropriate?

Issue Important - -
‘0 You Medium/High
Issue Important Medium/High

to Other Person

Ability/Willingness to

Sacrifice Yes
Relationship Importance Medium/High
Time Available Medium

Need for Innovative
Solution

®

BUILDING STRONGg,




Compromising Style

When is this style
most appropriate?

Issue Important - -
‘0 You Medium/High
Issue Important Medium/High

to Other Person

Ability/Willingness to

Sacrifice Yes
Relationship Importance Medium/High
Time Available Medium

Need for Innovative

Solution HERITT

®
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Tips for the Compromiser

e Ensure both sides have been heard and valued
e Take time to find win-win alternatives

‘@W LasTkissivecom  Joww LusTie

LET’S
COMPROMISE/
YOU ADMIT YOU’RE
WRONG/ AND I“LL
ADMIT I'M RIGHT/

®
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Recognizing the
Collaborating Style

“We can address all of these

issues.” @
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Collaborating Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

®
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Collaborating Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

High

®
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Collaborating Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

High

High

®
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Collaborating Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

High
High

Yes/No

®

BUILDING STRONGg,




Collaborating Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

High
High
Yes/No

High

®
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Collaborating Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

High
High
Yes/No
High

High

®
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Collaborating Style

Issue Important
to You

Issue Important
to Other Person

Ability/Willingness to
Sacrifice

Relationship Importance

Time Available

Need for Innovative
Solution

When is this style
most appropriate?

High
High
Yes/No
High
High

High

®
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Tips for the Collaborator

 Recognize there is a time and place for

collaboration
 Choose the appropriate collaboration form

e Teach others/model how to work collaboratively to
find mutual solutions

L(%(k GLASBERGER
“We need to form a conflict-resolution team to settle

the dispute over who should be chosen for
our conflict-resolution team. UILDING STRONG,
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Questions to Address Conflict

1. What is my true goal?

2. How important are the relationships that
this conflict or outcome could affect?

3. Which is more important to me... the
goal, the relationship, or both?

2| COMMON
#%| GROUND

http://thiederman.com/wp-content/uploads/2013/08/Finding-Common-Ground-Sign.jpg ®

Source: How to Handle Conflicts in Grad School the Smart Way, BUILDING STRONG
by Paige Blankenship | Jul 28, 2015 E



http://time2track.com/author/paigeblankenship

SCENARIO POSTTEST
Conference Room Conflict

Winner gets the conference room... @

BUILDING STRONGg,




Polling Question

You reserved the main conference room with its ppt projector needed for a
teleconference call to secure funding for your project. Two other people will be joining
you in the room and 3 more by phone. When you get there, a weekly check-in meeting
with your supervisor and another 10 people is well under way and the ppt projector is not
being utilized. You noticed on the way there, the other conference room without a ppt
projector was open.

How should you resolve this conflict?

A - Without saying anything, you take the other conference room making do without the ppt and letting your participants
know of the change.

B - Peek your head in the meeting to ask if they will be done soon since you were hoping to use the room. Upon
hearing no, offer to go to the other room making do without the ppt.

C - Interrupt the meeting stating that you reserved that room but let them know of the other conference room that
looked open.

D - Interrupt the meeting. Let the group know that you reserved the conference room but agree if they could wrap up
their meeting in the next 30 minutes, you would postpone your meeting so that both can use the room

E - First confirm the availability of the other conference room. Then interrupt the meeting and explain that you had
reserved the main conference room because of its powerpoint capabilities, but that you confirmed that the other
conference room was open. Let them know you would postpone your meeting by 5 minutes to allow them time to

relocate.

®
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Avoid Accommodate Compete Compromise Collaborate

Issue Important

0 You Low Low High Medium/High High

Issue Important ol Low/

to Other Person Meqllum/ High Medium Medium/High High
High

Ablllty/W|II|ngness Yes Yes No Yes Yes/No

to Sacrifice

RSy Low High Low Medium/High High

Importance

Time Available Low Low Low Medium High

Neee! Vel INRovElE Low Low Low Medium High

Solution



In Summary

e Conflict is neither good or bad, it just is.

 Embrace diversity as an opportunity for growth,
Increased understanding and superior solutions.

 Be aware of your own conflict resolution style
and how it may influence your and others’
behavior.

Stay tuned for upcoming webinars on Conflict and
Collaborative Problem Solving!
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Polling Question

What topic would you like to see covered on our
next webinar in the Conflict and Collaborative
Problem Solving webinar series?

a. How to run an effective meeting

b. Difficult conversations/Delivering bad news
c. Giving feedback

d. Cross cultural communication

e. Other

®
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Dealing with Conflict?
Unanswered Questions?

Collaboration and Public Participation Center of Expertise
(CPCX)

Andrea Carson
andrea.l.carson@usace.army.mil
Cindy Wood
cynthia..wood@usace.army.mil

Certified Professional Facilitator at the Engineer Research

& Development Center's Environmental Lab (ERDC)
Julie Marcy
Julie.B.Marcy@usace.army.mil

CONTACT US!

®
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mailto:andrea.l.carson@usace.army.mil
mailto:cynthia.j.wood@usace.army.mil
mailto:Julie.B.Marcy@usace.army.mil

Questions?
2 2P

®
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Dealing with Conflict?
Answered Questions?

Collaboration and Public Participation Center of Expertise
(CPCX)

Andrea Carson
andrea.l.carson@usace.army.mil
Cindy Wood
cynthia..wood@usace.army.mil

Certified Professional Facilitator at the Engineer Research

& Development Center's Environmental Lab (ERDC)
Julie Marcy
Julie.B.Marcy@usace.army.mil

CONTACT US!

®
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mailto:cynthia.j.wood@usace.army.mil
mailto:Julie.B.Marcy@usace.army.mil

Understanding Conflict Response

Competing Characteristics: “l don’t Collaborative Characteristics:

care what they think, | know I'm “I’d like to come out of this knowing them
right on this.” “No one else will take better.”

care of this if | don’t.” “I’'m not “We can both do better if...”

worried about how they feel about “We need more heads involved.”

this, the important things is...” ““We can address all of these issues.”

Compromising Characteristics: “We’ll both
just have to give a little.” “Something is better
than nothing.” “At least | will be over.” “I
don’t want to come across as forcing them.”

Avoiding Characteristics:

“The i i< trivial” Accommodating Characteristics:
e issue is trivial.

. e _ “Whatever...” “l don’t want to stand out.”
“The relationship is not that important.”

: . - “They’ll retaliate if  don’t.” “As long as
“There is plenty of time to deal with it.”

they’re happy.”
“The only per | have is to stall.” y Py
“They’ll retaliate if | do.”

®
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