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         “This book offers many tried and tested approaches to ensure that conflicts are managed so that they are positive and creative rather than a process of discrimination.”
SIR JOHN HARVEY-JONES
         
 
         “Your Conflict Resolution Workshops have given staff a greater understanding of themselves. Consequently we now have much improved relationships within the company and with our customers.”
DAVID CARTER, MANAGING DIRECTOR, SIEMENS
         
 
         “Conflict resolution is a big part of my work. The techniques and skills in this book have helped me and my team, freeing up precious time for us to be more productive.”
RICHARD SHEARD, CHIEF EXECUTIVE, SALISBURY DISTRICT COUNCIL 
         
 
         “The is the best on communication, leadership and understanding people I have ever seen, and believe me, I have seen a lot.”
A. ROBBINS, TRAINER
         
 
         “This readable and accessible book looks at how to resolve conflict, and how to avoid it in the first place.”
THE TIMES
         

      

      

    


  

    

      
         
         
 
         
            Preface

         
 
         Our differences define our uniqueness – nationality, culture, gender, beliefs,  values and our behaviours. From a very early age, we are aware of those  differences, with siblings and peer groups. We may have different abilities,  talents, and levels of attractiveness or interest. Those differences define  mankind, allow progress and contribute to the dynamics of the world.
 
         We are also aware that those differences contribute to conflict in our world.  Each of us is likely to experience some degree of conflict, be it personal,  professional, national or international.
 
         Why is it that the very essence of being human contributes directly to the  varying degrees of unhappiness, distress and destruction?
 
         Each of us has our own unique window on our world, fashioned by our  socialization and our place in history. We have our own needs, defined by  our values and beliefs. When needs are not met, or are denied to us, we  are in conflict.
 
         This book offers an understanding of the nature of conflict and structures,  which enable the reader to negotiate a solution.
 
         It aims to remove the mind-reading syndrome, which often accompanies  conflict, and to replace it with open communication, trust and respect  and a simple structure, which allows all parties to reach the magic of  win–win.
 
         Shay & Margaret McConnon 
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            Introduction
 
            Language for conflict or co-operation?

         
 
         
            ♦ Have you ever slammed a door in rage?
 
            ♦ Are you inclined to avoid the issue?
 
            ♦ Do you say ‘you should’ or ‘you never’?
 
            ♦ Do you get the boxing gloves out every time a row beckons?
 
            ♦ Do you sometimes make accusing statements like ‘you started it’ or ‘it’s your fault’?
  
            ♦ Do you often cover up your real feelings by saying ‘it doesn’t matter’ when it does, or ‘I’m fine’ when you are not?
  
            ♦ Ever been so hurt, angry and resentful that you don’t care about the other person, you just want revenge?
  
            ♦ Have you ever wished you could handle those difficult people better?

         
 
         If so, then this book is for you. It will give you some tried and proven ways to prevent and manage conflict in your life. It is written for parents, managers, teachers, students, anyone who wishes to manage differences in open and honest ways without argument or conflict.
 
         Me and my big mouth!
 
         No matter who you are, or where you live, if you are in contact with other people you are likely to face some form of conflict, be it a minor irritation or an earth-shattering row. 
         
 
         The answer to resolving these conflicts is right under your nose, in the words you use. Words enable you to build bridges or create barriers. Words have the power to
 
         
            ♦ heal or wound
 
            ♦ unite or divide
 
            ♦ create conflict or harmony.

         
 
         The cost of conflict
 
         Of course we are all different from each other. We have different needs, tastes, opinions, beliefs, preferences and values. The question is, how do we cope with the differences? Are they allowed to get in the way and be the source of conflict, or can we celebrate the differences and view them creatively? Let’s look at a few problem scenarios.
 
         
            Conflict wastes time and money

         
 
         Relationship cost
 
         Kate finds Pete increasingly distant and hostile at times. She would like to come home from work and chat about her day and hear all about his day, but he comes home wanting to be left alone to unwind. Kate feels excluded, and Pete seems to be spending more and more time in front of his computer.
 
         What needs to happen? Would a good row clear the air? Should they pretend there isn’t a problem? What choices do they have? What are the words they need to use to resolve this difference?
 
         Mike wants up-to-date information for the monthly sales meeting. Lisa seldom meets the deadline, complaining that she never has time to collect the data and write a comprehensive report. 
         
  
         Mike is getting increasingly frustrated and angry with Lisa. She feels that Mike is unreasonable and insensitive to her situation. The increasing tension and anger shows in the raised voices whenever this matter is discussed.
 
         They are getting locked into a ‘you against me’ scenario. What choices do Mike and Lisa have for moving this situation forward?
 
         Cost to the individual
 
         While conflict can be constructive, most conflict is destructive, with time, emotional and health costs. Kate and Pete, Lisa and Mike might argue, retaliate, blame and engage in a war of words. Such power struggles can result in stress, loss of confidence, unhappiness, hostility, withdrawal and even illness.
 
         Cost to the organization
 
         Conflict not only has a high personal cost but it is expensive for your organization. Research indicates that a typical manager loses 25% of the day responding to unhelpful conflict. This is time lost to creative, productive work.
 
         Take a medium sized organization with one hundred managers. Let’s assume the average annual salary per manager is £40,000. With managers losing 25% of their time on conflict, the cost will be £1,000,000.
 
         This only accounts for management time. The true cost will include wasted employee time, higher staff turnover, missed opportunities, absenteeism, inefficiency, low morale and poor teamwork.
 
         Conversely of course, people who are skilled at managing conflict are more likely to be perceived as leaders, are more influential, gain respect and co-operation and increase the worth of an organization.
 
         Unmanaged conflict is the largest reducible cost for many organisations and it is usually the least recognized. 
         
 
         Breaking the stalemate

         In conflict, there is the danger that people get locked into their own positions, digging their heels in and insisting they get their own way. If this happens, it is stalemate with both sets of needs unmet. It is a you against me scenario.
         

         This book is about how to make the transformation from you against me to us against the problem. It is about giving the reader more behavioural choices in managing differences. It will leave you better equipped to deal with the difficult people in your life. It will show you how to:
         

         
            ♦ prevent blow-ups

            ♦ defuse anger

            ♦ build bridges

            ♦ keep your cool

            ♦ resolve conflict for good

            ♦ build better relationships

            ♦ avoid the pitfalls.
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            Chapter 1
 
            How the View Explains our  Differences

         
 
         
            In this chapter:

            ♦ understand your unique window on the world
            

            ♦ your view is subjective, partial and likely to be distorted
            

            ♦ hero or villain – who’s viewpoint?
            

            ♦ opinions are not right or wrong they are points of view
            

            ♦ seek to understand rather than to change others
            

            ♦ beware of making assumptions about people’s intentions
            

            ♦ explore different perspectives for richer solutions.   
            

         
 
         Without realising it, we can become stuck in how we view things. The  first way we look at something is not always the only or the ‘best’ way.  The more ways we can view a situation, the more possibilities we will  discover and the more creative we can be.   
 
         
            Where do you see the circle in the diagram overleaf:
 
            ♦ at the lower right hand corner of the rear panel?
 
            ♦ at the centre of the front panel?
 
            ♦ at the lower right corner of the front panel?
 
            ♦ at the centre of the back panel?

         
 
         
            Beware of expecting others to see what you see.
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         Different views
 
         An old story tells how five blind men once went to find out what an  elephant was like. They found one and felt it all over. One found its waving  trunk. ‘It’s like a snake,’ he said.
 
         Another found its tail. ‘More like a rope,’ was his opinion.
 
         A third touched one of the elephant’s big ears. ‘It’s like a fan,’ he said.
 
         ‘No, like a pillar,’ said the fourth, feeling its great leg.
 
         The last man leaned against the elephant’s massive side. ‘It’s like a wall,’  he declared. 
         
 
         Each of them experienced the elephant from his own point of view, and  each came to a different conclusion. That is the trouble with points of view.  If you want a true view of anything, you must look at it from every angle.  Otherwise, if you stick to your own point of view, as someone has said, you  will sit on the point and lose the view.
 
         We all have slightly different views on the world. Our window on the  world is filtered by our early experiences, beliefs and memories. These  filters allow us to deal with the two million bits of information that we are  exposed to at any one moment. It is impossible to process all this data. So  we delete, distort and generalise the incoming information.
 
         However, many of us believe that the way we experience the world is the  way it is. It is your unique view … it is the truth for you. Others will have  a different view. Their truth, while being different from yours, is right for  them.
 
         Your reality is not totality
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               Which person is the tallest?

            

         
 
         Of course we don’t have totality.  What we experience is subjective,  partial and likely to be distorted.  People believed the world was flat  until fifteenth-century explorers  discovered that we can go to the  East by sailing west. When Albert  Einstein was ten years old, his  teacher told him that he would not  amount to much. Mr Gottlieb  Daimler, the founder of Daimler  Motor Company, said that the car  would never catch on because there would never be enough chauffeurs. The president of Decca Records,  rejecting the Beatles, said, ‘We don’t like their sound and guitar music is on  the way out anyway.’
         
 
         Our views are always restricted to the window we have on our world and  its filters. Without realising it, we are discounting something from what is  out there.
 
         
            ‘I didn’t notice what she was wearing.’
            
 
            ‘I didn’t realise you felt like that about me.’
            
 
            ‘I didn’t hear him say that.’
            

         
 
         How much can you trust your experiences?
 
         Is the world flat? Well it certainly looks it. Is it stationary? It has that  appearance. However, the astronomer will tell us we are rotating at  thousands of miles an hour. Is the chair you are sitting on solid? If I  strike my hand against it, it certainly feels solid. However, the physicist  will tell us it is a moving bundle of energy.
 
         Difficult people
 
         Mike is quick to act. Sarah finds him abrasive and Fiona sees him as rash. Who is this person? Is he quick to act, rash or abrasive? He is all three, it depends on the window and the view. They are opinions, each one created from a partial view with information discounted. Who is right? Everyone and no one.
 
         A bucket of water can be a home to a fish, a cool drink to an elephant and  a lake to an ant. What you experience reflects who you are. If someone is  difficult for you, how much does that reflect you? There will be other  people who won’t find that behaviour difficult … they have a different  window on it. Maybe people are difficult because of who you are! 
         
 
         Who is right?
 
         Fox-hunting is a sport to some people and slaughter to another. Everyone  thinks he is right, and each opinion will be right for that individual.  There is always more than what any of us are noticing at any given  moment. Expand your view to grow in wisdom.
 
         Can you see the hero?
 
         Because you don’t see something, it doesn’t mean it is not there. Even though you can’t see the stars when the sun comes up, they are still there. You might see this person as abrasive. Behind abrasiveness is quickness to act; this is a strength, even though you might not see it as such. Every villain is likely to be a hero in his own story.
 
         Recognize the positive intention
 
         Conflict often comes from goodwill, people thinking they are doing right but in fact getting it wrong. Having been round the block three times looking for a street, you suggest to your partner that he stops and asks  someone … and the advice is rejected. Although you were only trying to  help, your partner heard an attack on his competence.
 
         
            I care – you feel smothered
            
 
            I am assertive – you see me as aggressive
            
 
            I am principled – you experience me as stubborn
            
 
            I am ambitious – you see me as ruthless
            

         
 
         Intent and impact
 
         We are inclined to draw conclusions about people’s intentions from how their behaviour impacts on us. I feel hurt, therefore you intended to hurt me. I feel put down, so your intention was to humiliate me.
 
         This is not always the case. When someone says ‘But I was only trying to help you’ they are really saying they have a positive intention, even though  your experience of it was negative. 
         
 
         Beware of making assumptions about people’s intentions. You may wish  to assume the best about the person, not the worst. In his view he is a  hero. Acknowledge this, ‘I appreciate you want to help, however, I feel  smothered and in future I would like to … ’ Now there is the possibility  that real understanding and collaboration will ensue.
         
 
         State your positive intention
 
         Ask yourself what is your real purpose in what you are about to say or do. ‘I don’t want to waste your time and I’d like to clear up some  misunderstandings …’ To enhance co-operation, tell your truth in a way  that the other recognizes your positive intention.   
         
 
         Watch your language
 
         While I experience you as abrasive, to say ‘You are abrasive’ is unhelpful and likely to lead to argument, as it is not how you see yourself. The view through your window is ‘I am quick to act.’
         
 
         ‘You’ language is likely to be confrontational. Talk about what you  experience about the other person through your window … and don’t  expect them to have the same view as you!
         
 
         
            Do say
            
 
             ‘My view is …’
            
 
             ‘My perception is …’
            
 
             ‘What I experience is …’
            
 
             ‘What I need is …’
            
 
             ‘My concerns are …’
            

         
 
         
            Beware
            
 
             ‘You never …’
            
 
             ‘You are …’
            
 
             ‘You should …’
            

         
 
         
         
 
         
            Opinions or facts?
 
            In the film Annie Hall, Alvie Singer complains
            
 
            ‘We never have sex’.
            
 
            ‘We’re constantly having sex’, says his girlfriend.
            
 
            ‘How often do you have sex?’, asks the therapist.
            
 
            ‘Three times a week’, they reply in unison.
            

         
 
         In conflict we are inclined to treat opinions as if they are facts. Opinions  are not right or wrong, they are points of view. They are what you are  noticing through that window of yours, which of course, is different to  what others are noticing through their windows. Having sex three times a  week is a fact. Whether that is too much or too little, is an opinion.
 
         
            Don’t argue with perception.

         
 
         
            Truth or importance?
 
            You drive too fast.  
            
 
            I deserve a pay rise.  
            

         
 
         These opinions are not about what is true but what is important to you.  If different things are important to you, these opinions of mine will seem  a nonsense and we will just argue. When arguing, I am convinced that I  am right and this only distracts me from exploring your world. It is not  whether one view is right and another wrong, it is that both views matter.  One view is seldom enough.
 
         People who run with the mind set ‘I am right’ will be inclined to see  others as the problem and that they should change … they are the ones  who are being unreasonable, closed and stubborn. In reality, it is the  arrogance of the ‘I am right’ attitude that is likely to perpetuate the  problem. 
         
 
         Changing someone
 
         Trying to change someone rarely results in change. Change is more likely to come from understanding. Wanting to change someone implies there is something wrong with that person and of course this only leads to defensiveness and argument. Seeking to understand, suggests the other  person is OK in her view of the world. This is the mind set that creates  collaboration and mutual problem-solving.
 
         
            Rather than judge behaviour, connect with needs.

         
 
         Blame
 
         Blame looks to the past and who was right or wrong. You may wish to keep the focus on the future and how the situation can be solved. When your dog goes missing, where is the energy better spent … looking for the dog or arguing over who left the gate open? When we feel accused, we can spend the time in futile arguing rather than productive problem-solving. Avoid making the other person wrong.
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         Sense and nonsense
 
         When we argue, we tend to offer our opinions, use ‘shoulds’ and give  advice.
 
         
            ‘You should be more considerate.’
            
 
            ‘Slow down.’
            
 
            ‘If only you wouldn’t be so selfish.’
            

         
 
         These opinions and advice are like the tip of the iceberg of your thinking.  Underneath, and unseen, will be your experiences, beliefs and concerns,  from which you form these opinions and advice. They make total sense  to you.
 
         However, to someone with a different set of experiences, beliefs and values they become nonsense. Of course, this person will offer different  opinions and advice in line with their values, beliefs and experiences.
 
         When we argue, we are likely to be at the tip of the iceberg, trading in the  surface thinking of opinions and ‘shoulds’.
 
         Understanding is about exploring the unseen bits of other people’s icebergs, their thoughts, feelings and intentions. It’s about exploring information on themselves that they have access to but that you don’t yet see. Arguing drives people apart, understanding draws people together. Rather than contradict a view, you might wish to add to it.
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            Explore different perspectives for richer solutions. 
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