Module – Communication – How to Navigate Conversations? 

Module Name: 	How to Navigate Conversations?

Purpose:	Our ability to hear and understand information, opinions, and ideas expressed through the spoken word and body language

Logistics: 		3 hours

Facilitator: 		Member of the WEM Facilitation Team  

Special Instructions:  Not applicable at this time.

Essential Skills: 	Oral Communication 

Transferability to the Workplace 

Impact to the organization:

· Smoother working relationships.
· Increased productivity and quality.
· More effective training.
· More effective employees.

Learning Objectives
 
By the end of the session the participants will be able to:

· Identify the difference between conflict management and conflict resolution.
· Identify what causes conflict in the workplace.
· Identify how you generally respond to conflict in life and the workplace. 
· Discuss conflict management, conflict resolution, and workplace conflict.
· Reflect on your own conflict style.
· Explore the role of an employee and leader in managing conflict.
· Differentiate between various types of conflict and what causes them.
· Discuss 6 strategies to manage conflict in the workplace and life. 


Assessment(s):

· Assessment completed prior to the program.
· Completion of activities during the module.
· Assessments at the beginning, middle and end of the program.
· Conflict Questionnaire – Appendix A

Program Overview 

Watch video: https://www.bing.com/videos/search?q=what+is+conflict&&view=detail&mid=72C4792555D5C1E1022B72C4792555D5C1E1022B&rvsmid=639ACA6AFEB44908DA67639ACA6AFEB44908DA67&FORM=VDRVRV

Ask: What is conflict? A serious disagreement or argument.

Learning objective: Identify the difference between conflict management and conflict resolution.

Write the following definitions on flip chart paper. Move the participants into small groups and ask them to identify what is different about that, followed by a group discussion.

Conflict Management: Conflict management is the process of limiting the negative aspects of conflict while increasing the positive aspects of conflict.
Source: https://en.wikipedia.org/wiki/Conflict_management

Conflict resolution is the process by which two or more parties reach a peaceful 
resolution to a dispute.  

Source: https://www.thebalancecareers.com/conflict-resolutions-skills-2063739


Learning objective: Identify what causes conflict in the workplace.
Identify how you generally respond to conflict in life and the workplace. 

Split learners into groups of 3-4. 

In your groups, brainstorm as many causes of conflict as you can. Try to focus on causes of conflict that relate to your life and the workplace. Take the time to reflect on your personal experiences. 
Allow a few minutes, then chart what the groups identify as causes of workplace conflict. 

[bookmark: _GoBack]


Possible responses:
· Lack of trust
· Lack of communication
· Inconsistency in policies 
· Lack of resources
· Lack of training
· Pressures
· Conflicting roles
· Different values
Watch video: https://www.youtube.com/watch?v=K4mKPI_EFvw
TKI Whiteboard animation 

Ask: What did you think of the video?

Learning objective: Reflect on your own conflict style.

Activity: Hand out Conflict Questionnaire, Appendix A, and ask the participants to complete it.

Hand out and review Appendix B and C.

Learning objective: Explore the role of an employee and leader in managing conflict.

Ask: When you have had a conflict with a friend what is your role in making things better?

Ask: When you have a conflict with your grandparent/Auntie what is your role in making things better?

Ask: How could these situations relate to the classroom? For example: You were expected to be here at 9 am to leave for a tour, however, you never showed up until 9:15 am. 

In any conflict, there are at least 2 people involved. 

Ask: How is conflict different in the workplace than at home? 
Ask: How is conflict different in the workplace than in the classroom?




In small groups explore the following questions as they relate to workplace:

1) What is the role of the employee when a conflict has occurred?
Example: Conflict between the employee and manager.

2) What is the role of the manager when a conflict has occurred?
Example: Conflict is between two employees.

Learning objective: Discuss 6 strategies to manage conflict in the workplace and life. 

Review the following strategies to manage conflict in the workplace. Provide the participants with time to explore how they can apply these ideas in life and the workplace. 

1) Make sure that good relationships are a priority. 
Treat the other person with respect. Do your best to be courteous, and to discuss matters constructively.

2) Separate people from problems. 
Recognize that, in many cases, the other person is not "being difficult" – real and valid differences can lie behind conflicting positions. By separating the problem from the person, you can discuss issues without damaging relationships.

3) Listen carefully to different interests. 
You'll get a better grasp of why people have adopted their position if you try to understand their point of view.

4) Listen first, talk second. 
You should listen to what the other person is saying before defending your own position. They might say something that changes your mind.

5) Set out the "facts." 
Decide on the observable facts that might impact your decision, together.

6) Explore options together. 
Be open to the idea that a third position may exist, and that you might reach it jointly.





Wrap-Up

Working with a partner ask the participants to explore the following 2 questions. 

1) Conflict is okay because _____________.
2) Next time I am in conflict I am going to consider _______________.




APPENDIX

Appendix A – Conflict Questionnaire
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Appendix B – 5 Conflict Styles
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Appendix C - The Five Conflict Resolution Styles
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Conflict Questionnaire

Objective: This questionnaire is designed to help you identify your preferred styles of conflict

resolution.

Directions: Answer each of the following questions sa.as ta best describe your preferred style in
handiing differences or conflicts between yourself and others. There is no fight or better answer.

Each style is good in its own way.

Score your answer by circling the most appropriate answer: gt = definitely true, t = true, (it~

tends to be true, tt = tends not to be true, g = not true, got

transfer the answers to the score sheet.

1 Ineedtoattain excellent results and

cannot be limited by others.

€t 58 08 oLl

2. Iam always willing to listen to other's
opinions, but | also want to give them

mine.

Bt LU I

3. loften make slight modifications in
my goals to meet other people's
needs.

gt UL WOk dat

4. If people don't respect my opinion, |

keep it to myself.

gt UL WOk dat

5. When someone else thinks they have

agood idea | cooperate and help
them.

Bt LU I

10,

efinitely not true. When finished

When conflicts arise | usually stand on
my principles

Bt LU I

1am always willing to consider other
people’s opinions, but | make my own
decisions

gt UL WOk dat

When a conflict arises | am usually
willing to adjust my priorities to reach
aresolution

Bt LU I

When a conflict gccurs | tend to back
out of the situation and do something
else.

Bt LU I

Idon't ke to rock the boat so
cooperate with others and accept
instructions easily

Bt LU g
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Conflict Questionnaire

11 When pursuing my priorities | am
usually firm and not swayed by
others.

Bt LU I

12. During conflict | immediately work to
geteveryone's concerns out in the
open.

Bt L I

13, During a conflict | try to find some
compromise.

Bt LU I

14, Differences of opinion are not always
worth worrying about, so | usually
avoid them.

gt UL WOk dat

15, llike to ask others for their opinions
and try to find ways to cooperate.

€t 58 08 oLl

16 Once I have taken a position | don't
like to have others try to talk me out
of it

Bt LU I

17. When there is 2 conflict I make a
point of presenting my view and |
invite others to do the same.

Bt LU I

18, When viewpoints are opposed, |
generally propose a middle ground.

Bt LU I

19

20,

2

2

23

2,

25

Iry to avoid people who have strong
opinions.

Bt LU I

I think itis more important to get
along than to win an argument

€t 58 08 oLl

After | have made a decision| defend
it strongly.

gt UL WOk dat

1am a decision maker, but | make &
point of listening to others to find the
best solution possible.

Bt LU I
ke to meet other people half-way.

Bt LU I

Ioften keep to myself because most
things are not worth arguing about.

gt UL WOk dat

1ry to adjust my priorities to
accommodate other people's needs,

Bt LU I
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Conflict Questionnaire

‘Analysis score sheet for Conflict Management Questionnaire

For each answer on the questionnaire, transfer the score to this chart by circling the number that
corresponds to the chosen answer: ¢4= 6,t=5, =4, 0= 3, 0 = 2, 4

Once this is done, add the scores in each horizontal row and enter the sum on the appropriate
line in the sixth column. Also, calculate the average by adding the five sums and dividing by five.

Finally, calculate A, B, C, D and € by subtracting the average from each sum.

1 654326 654321165432 16.65432 2165432 Sum=__A

2. 654327 654321265432 1765432 2265432 =

3. 654328 §543213.65432 1865432 23.65432 Sum=__C

4654329 654321465432 1965432 24065432 5

5. 65432 10.6543215.65432 2065432 25.65432 SUm=—F

Average
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Conflict Questionnaire

What does this mean? If the highest scoring category is A, then your style of conflict resolution tends to
be "competing" If the highest was B, then itis "collaborating" Likewise, C represents a “compromising"
style; D an "avoiding” style, and E an "accommadating" style of dealing with conflict.

These conflict management styles are described as.

‘Competing - “I value the point being made more than our relationship.” “It's them or me.” “I've got to
Win this onel” “'m sure they will e it my way if they just think about it.” “I know I'm right.” This is the
“Iwin, you lose” position. Often symbolized as a shark.

Avoiding - “ will be quiet and listen.” “It's not that big a deal.” “I'd rather just forget it” “It's not worth
The trouble.” “What difference could | make anyway?" “Ilose, you lose.” Aturtle

Accommodating - “I value our relationship more than the point.” “Let's just get this over with so we can
geton to other things.” “This tension is very uncomfortable. Il just do what they want.” “Fine I give in,
have it your way.” “llose, you win” A teddy bear.

Collaborating - “I'm sure if we work together we can come up with a better answer than either of us
individually.” “I'm not giving in yet, but | am willing to hear your opinion, and give you mine.” “I win, you
win” An ow

‘Compromising - “This isn't important enough to fight over.” “I don't want to be unreasonable.” “If | give
er this, maybe she'll give me that.” “We could both live with that.” A fox.

People tend to use one of the first four conflict styles. The fifth, compromising, describes a state that can
be used temporarily to get someone to move from one of the other styles

This simple model represents choices people or teams make when they resolve conflicts. Depending on
the situation, each can prove to be valuable. They need not be fixed reflections of personalities, education,
or position in the organization. Every step of the way the people involved have choices about how they
act

Understanding these styles s the first step to improving the way people work together. Not only are people
able to recognize where they need to make changes in their styles for managing conflict, but they may be
able to avoid conflct by acknowledging the styles the other people express.
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