 SEQ CHAPTER \h \r 1
STUDY OUTLINE FOR CONFLICT MANAGEMENT SEGMENT


Mgt. 456 - F08 - last modified 6/18/07

The exam questions will all come from the following topics and related readings.  Under each topic section is listed the corresponding reading segments.  The PowerPoint slides and lecture/discussions in class emphasize points I consider important in each topic, and sometimes go beyond the reading material, so I encourage you to review them.  Some example questions are given at the end, keyed to the topic section numbers below. Of course, serious students interested in the subject will read more than the minimum outlined for the exam.
1. UNDERSTANDING & DIAGNOSING CONFLICT

1.1 Nature of Conflict 

[Read Web: Introduction to Conflict Management, supplemented by W.33-38] re conflict can have both positive and negative effects; in the field, we have come to the view that we need to manage conflict to increase the positive and decrease the negative effects (rather than the older idea that conflict needs to be minimized and "resolved")

Then read W.1-15, especially the following:

*  W.9 their definition of conflict, which is a good one.

*  W.7c re Chinese character for conflict made up of two different symbols (one indicating danger and the other opportunity).

*  W.9b re importance of perceptions (connect this with the conceptualization step in the conflict episode model).

*  W.10 re connections between communication and conflict, including “Communication is the central element in all interpersonal conflict.” (we will devote substantial time to improving communication skills)

*  W.11d re how much are we willing to allow each other to influence our choices?

*  W.12d (last par. before heading) re importance of relationship and interdependence issues

*  W.13b re the reality of different/opposing goals (plus the following two paragraphs).

*  W.14d-15a  re power and self-esteem as key scarce resources.

*  W.15d (boxed quote) re negative attributions re others and their actions (connect this later with our work on communications and the “ladder of inference”)

1.2 Conflict Episode Model  [Web: Introduction to Conflict Management]  Understand this model well.  It can help in diagnosing conflicts and in identifying ways to intervene and manage conflicts.   Note particularly the effects of perceptions of what is happening and attributions about the behaviors and intent of others as part of the Conceptualization step in the episode model.  We will also talk more about such matters later as part of the “Advocacy & Inquiry” and "Ladder of Inference" sections under Communications (Sections 3.1 & 3.3).  Also read W.49-53 re the "lens model" to supplement the Conflict Episode Model in my web module.

1.3 Escalation & De-escalation of Conflict  [Web: Introduction to Conflict Management - briefly at end of Conflict Episode Model section; slides 16-17 in PP Set 1]  Understand some indications of escalation and some ways to de-escalate; appreciate that there needs to be a dynamic balancing and that it is not always timely or optimum to de-escalate.  Also read W.16-26, including:

*  W.16-19 on four dangerous behaviors.  

*  W.23-24 re "flight" patterns of avoidance (which also can escalate and de-escalate), as well as "fight" patterns.

*  W.24 re parties sometimes colluding to maintain a conflict, resulting in relatively stable patterns that are co-dependent and negative.

*  W.246 Contrast destructive and constructive escalation


- It is not always desirable to de-escalate conflict

- Constructive escalation can involve making a conflict more important and more visible for the sake of an important goal

- Needs to be done skillfully and not while clouded by emotion

*   W.333-334 Preventing destructive escalation

1.4 Goals & Interests  [Web: Goals & Interests; exercises in class; supplemented by W. 63-75 on CRIP/TRIP goals:  be able to discuss the four types, why they are important and how they interact; be able to distinguish among goals (=objectives), interests, positions, strategies, and actions;  also W.82-88 on goals changing during interactions, W.88-93 on some ways to clarify and improve goals]

1.5 Power  [Web: Fundamental Concepts About Power: especially the five sources of power and why/how it is important to make use of multiple sources of power; plus W. 96-97 Application 4.1 on your previous learnings about power; W. 98-99 re interests, rights, and power; W.102-104 re denying use of power together with W.113-114 re passive-aggressive ]

2. EVALUATING AND MANAGING CONFLICTS
2.1 Conflict Response Modes/Styles: 

* Very important, understand it well - including what are the five modes, the two variables that define them in the model, advantages and disadvantages of each mode, conditions in which each mode is useful  [Web: Introduction to Conflict Management, supplemented by W. ch.5]

* Some specifics to note in W.ch.5:


- Be able to discuss avoiding or engaging in a conflict [W.134-144]


- A threat is credible only if... W.149}


- Threats are overused. W.150]


- Myopia in how we perceive others and self. [W.167 & 178]


- Need to see interactions to understand conflict dynamics [W.169]


- Collaborative engagement usually necessary at some point [W.172]

-  Importance of flexibility {W.172-175, esp. 174]: "Individuals who can change & adapt are more likely to be effective conflict participants..."

* Engage with my thesis in the Web piece:

The entire range of conflict responses, represented by the five primary modes above, is useful and of value. Our challenge is in broadening our repertoire and increasing our flexibility in being able to respond in a wide range of modes. The art is in learning how and when to make appropriate use of the full range of responses. Further, it is appropriate and useful to use various modes at different stages in a single conflict management process - one does not have to or should stay with a single mode throughout dealing with a conflict situation.

2.2 Operate in the Midrange: Zone of Effectiveness  (W.ch.7) 

* In the midrange between avoidance and uncontrolled escalation, there is the greatest potential for productive outcomes - rather than the extremes of suppressed, unexpressed conflict and unrestrained, out of control conflict spirals.  Note bell-shaped curve of potential for productiveness vs. conflict intensity [W.214]. 

*  Three basic options for altering a conflict W.210)]


a. Try to change the other person (usually highly unsuccessful!)


b. Try to alter the conditions


c. Change your own communications, perceptions, conceptualizations, reactions, behaviors



- Difficult, but usually the most successful way to alter a conflict


- Based on principle that “the conflict parties are responsible for the direction of their relationship”



- Even small changes can produce quick and large effects

*  Self-change has prerequisites [W.212]:


a. You care about the relationship

b. You are willing to accept that your own choices are influencing the conflict process (even if you can not identify the effects)

c. You have to be willing to give up whatever you are gaining from the conflict (e.g., that the relationship continues, even if destructively; you demonstrate to others how wrong the other is and how innocent you are; you are able to exert overt power)


d. You choose not to avoid


e. You do not wait for the other to change first

*  Avoidance usually comes in two forms [W.215]:


a. Downward spiral of avoidance


b. Roller coaster: escalation, then more avoidance, then escalation, etc.

* Clarify your personal conflict philosophy: grounded in your values & influenced by your life experiences; consider points in W.247-249 and clarify.

2.3 Some Tools for Evaluating and Managing Conflicts
* Conflict episode model  (revisit from Section 1.2)

* Conflict response modes model (revisit from Section 2.1)

* Analyze using systems concepts


- Conflict serves the system in some way, although not equally for all members [W.181)]


- Usually rules are tacit and undiscussible [W.198]

- Trying to understand the system and implicit rules can help identify ways to intervene and manage the conflict [W.197-199]

- To deduce system rules you need to:  (a) deal with specific events (conflict episodes), (b) observe verbatim words and actual actions (also reinforced on W.203), (c) describe behavior accurately, separate from inferences and attributions, (d) inquire of others to sharpen understanding, and (e) look for patterns across several episodes [partly from W.198-204]

* Possibly use metaphors to understand and plan intervention from a different perspective [W.39-49, 186-189]

* Manage conflict interaction dynamics:


- Engage in the mid-range between avoidance & unrestrained conflict (as in Section 2.2)


- Manage escalation and de-escalation of conflict (as in Section 1.3)


- Break into manageable fractions [W.233-234]


- Manage power inbalances  [W.115-128, 230-231]

- Use reframing (Section 3.5 including Web: Framing, and W.234] effectively, including moving from complaints to requests [W.218]: see examples; assertiveness training can help


- Deal with fear-anger cycle [W.223-225]



o Anger is the secondary emotion coming from frustration, fear...


o "Underneath every angry emotion, outburst, or withdrawal, one can find a fearful emotion"


o The time teenagers need love most is the time they seem most unlovable


o Try Application 7.4 W.225 to analyze some of your angry moments & learn from them

* Manage anger and its expression

- Make use of all the communication aspects we have or will consider, including the six topics from Section 3 (ladder of inference, advocacy and inquiry, effective communication, feedback, framing, and assertiveness training) - to help with responsible anger expression


- “I-messages”,  X-Y-Z formula [W.227]


-  Receiving anger effectively [W.227]


-  Remember, we do not have to act the way we feel [W.221]


- Reduce fear (in self and others) [W.229]

- Twenty strategies [W.229] Note: you don’t have to memorize lists such as this; rather, be able to “discuss some strategies for managing anger”

- Effective dialogue (W.232 & Section 3.2 in this outline]

* Use effective communication skills (throughout) - see Section 3

3. EFFECTIVE COMMUNICATION SKILLS
The reading for the first four topics is Web: Improving Interpersonal Communication, which will be supplemented by our skill-building exercises and discussions in class, which make use of PP Set 3.  Since my Web pieces are already concise summaries of the important points, I won’t further summarize below. 
3.1 Advocacy & Inquiry
3.2 Effective Listening
3.3 Ladder of Inference
3.4  Effective Feedback
3.5 Framing & Reframing [Web: Framing; W.234]

3.6 Assertiveness (rather than aggression or passivity) [Web: Assertiveness Training]

4. PREVENTING DESTRUCTIVE CONFLICTS  (W.ch.11)

Not a contradiction of the first session, in which I argued that conflict can have positive results.  Conflict management is intended to prevent and reduce the negative or destructive aspects of conflict, while preserving and enhancing the positive aspects.

4.1  Deal With Causes   Note rescue crew fable [W.326] We need to find out what’s causing the problems and put energy into preventing further problems.

4.2  Some Things That Help 
*  Core values that underlie constructive conflict management [W.328-329]: respect, kindness, compassion, forebearance - and avoiding distancing and objectifying people.  (Think about your core values; we will do Application 11.2 p.329)

*  Dance metaphor for conflicts: need to get close enough to engage - and go toward smaller, rather than larger scope [W.328]

*  Dealing with avoidance - yours and that of others [W.332-333]

*  Preventing destructive escalation [W.333-334] - was included as part of Section 1.3

*  Some preventive actions [W.334-338] including improving your interpersonal skills, your emotional centering, and your reactions in conflicts [W.337b], since changing yourself is the most tractable of the three basic options in dealing with a conflict.  This conclusion reinforces the substantial attention we give in the course to interpersonal skill building.

5. THIRD-PARTY INTERVENTION  (W.ch.9, but not required for F08)

5.1  Why and What Are Options for Using Third Parties
*  The need for and some advantages of using third parties effectively [W.270-271]

*  Continuum of third-party interventions, with informal interventions near the top of the list [W.276]

5.2  Tools and Considerations for Informal Third Parties
*  Some considerations and cautions for informal third-parties [W.274-275], especially neutrality and objectivity

*  Make use of most of the same tools we considered for conflicts in which you are a participant, rather than a third-party (Section 2.3)

EXAM STRUCTURE
* Short-essay format

* Closed book & notes

* For topics with both my Web and text readings, use Web pieces as the foundation, supplemented 

   by the text

* Answer any 4 of 5 questions given

* Non-cumulative (1st exam on conflict mgt., 2nd on negotiation)

* Higher scores for excellent answers than for minimally satisfactory ones

* Note: no questions from Ch. 9 or 10, although reading notes are posted for your benefit

SAMPLE QUESTIONS
These are typical types/scope/focus of my exam questions. I will use two of these in the exam.  More importantly, use these to provide perspective on the types of questions that I will write.  Note that they (a) don’t emphasize tiny details or require you to memorize complete lists, (b) do require you know and use more than the general knowledge you had walking in off the street before reading the class materials, and (c) ask you to demonstrate some understanding and often application of the concepts, in contrast to merely memorizing and regurgitating words from the readings.

1.  (Related to Section 1.1 above)  Discuss some of the characteristics of conflict situations that make them particularly difficult to manage. Contrast these with matching characteristics that make conflict situations relatively easier to manage.

2.  (Section 1.2) Discuss the “conceptualization” stage in the conflict episode model we discussed, including why it is important and how one might intervene at this stage to manage conflicts productively.

3.   (Section 1.3) Discuss and illustrate several ways to de-escalate a conflict.

4.  (Section 1.4)   Define each type of goal in interpersonal interaction, as identified in my Web piece on goals and in the Wilmot text, distinguish between the four types, and discuss why it is important to identify and consider the possibility of several or all four types of goals being active in a conflict situation.

5.  (Section 1.5) Identify, discuss, and illustrate three primary sources of power. (Note: use my set from the Web)
6.   (Section 2.1) Discuss three of the five primary conflict response modes, including, for each, an example of a specific situation in which this mode would be highly desirable.

7.  (Section 2.1)  In both my Web piece, in class, and the W&H text, there has been discussion of a two-dimensional model of conflict response modes.  Describe this model, including the two dimensions/variables (axes), and critique the contention that an individual’s ability to manage conflicts productively is enhanced by developing flexibility to operate throughout this two-dimensional zone plus skill in selecting and adapting the response to the characteristics of a specific conflict situation.

8.  (Section 2.2)  Discuss in some detail the text authors’ contention that there is the greatest potential for productive outcomes in the midrange between avoidance and uncontrolled escalation.

9.  (Section 2.3) In what way can metaphors help describe a conflict? Give a personal example of a metaphor that you have used to describe a particular conflict and explain how you did or might use this metaphor to help you understand and manage this conflict.

10. (Section 2.3)  Describe in some detail two methods for assessing &/or diagnosing conflicts, including how you would use these.

11.  (Section 2.3)  Discuss, in some detail, three strategies for managing anger and its expression in conflicts.

12.  (Section 3.1-3.6, also part of 2.3 for reframing)  Discuss “advocacy & inquiry,” [“effective listening,” the "ladder of inference" model,” effective feedback,”  “framing and reframing,” or “assertiveness”]  including how it can affect conflicts and how it can be helpful in managing conflicts.

13. (Section 4.2)  Discuss, in some detail, at least three ways to overcome avoidance in conflicts

14.  (Section 5.2)  Discuss important considerations and cautions for informal third-parties trying to help others in a conflict.
