How to Manage Conflict
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Unresolved or poorly resolved conflicts can lower the productivity of teams, destroy work relationships and create stress. Following these tips will help you manage conflict on the job and in your personal life. 

· Look at a conflict as a problem to be solved, not a contest with a winner and a loser. 

· Practice good listening skills. Frequently review and rephrase what the other person is saying. 

· Acknowledge and respect each other’s feelings, points of view and opinions. 

· Don’t discuss conflict in the heat of emotion. Set a time for calm discussion when things have cooled down. 

· 
Look for underlying needs and root causes. Is there an unmet need that is causing an employee or department to have conflicts? 

· Avoid personal attacks, which only raise the level of conflict. 

· Avoid judgments. Instead, invite the other person to suggest a compromise or resolution. 

· Use "I" statements: "I need this done differently to meet my obligations," not "You never do it the right way." 

· Use common courtesy. Avoid sarcasm or hurtful humor.

Using a mediator

For really thorny conflicts, consider using a mediator. In the conflict resolution meeting, each party explains his view of the situation without interruption. The mediator may ask questions to facilitate understanding and paraphrase what each side is saying. 

Each party may also meet separately with the mediator. The mediator remains neutral in the conflict. An agreement is reached, put in writing and signed and dated by both parties and the mediator. Each side takes responsibility for carrying out the agreement.
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