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Program

AConflicts
AMediation

ARole of facilitator
ATechniques that help in managing conflicts
AQ and A




Way of Working

Alnteractive

AUse the chat to respond,
ask guestions and exercise skills

AShare your ideas and best practices!



The Stats
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AEmployees in United States companies spend
approximately 2.1 hours each week involved in conflict.

A49% of workplace conflict happens as a result of
personality clashes and egos.

AHospltals with Workplace Interpersonal Conflicts
experience loweguality patient care, higher rates of
medical errors, a higher level of staff burnout, and
greater direct and indirect costs of care.

SourceCPP, INCHiscox PLOS One.
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More Stats
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A60% of employees never receive basic conflict
management classes or lessons.

AOf those who do, 95% state that the training helps
them navigate workplace conflict positively and
helps them to seek mutually beneficial outcomes.

SourceCPP, INCHiscox PLOS One.
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ConflictsHurt

AReduce
productivity

AReducenork
satisfaction

ACausestressand
absence

AWaste time
ACostmoney
AL eadto outflow
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ConflictsHelp

A Growseltknowledge A Accelerateperformance
(source of feedback) (competitionbetween
A Growinsightinto other teams)
people A Make latentproblems
A Challengeur qualities visible
A Help personafjrowth A AvoidtheS | 4& ¢l & 2d
A Areessentialfor the androutines
development of A Growthe quality of
relationships problemsolving

A Support team developmen



a{ 2 fSUQa
talking about what
really matters so that
worthwhile solutions
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What i1s a Conflict?

AA struggleor clashbetweenopposingforces
AA state of oppositionbetweenideas orinterests

APsychological oppositidoetweentwo
simultaneoudut incompatiblewishesor drives

ASometimedeads to emotionatensionandthoughtto
be responsiblefor neuroses.




Types ofConflicts

Alnterdependence
ADifferencein style
ABackground
ALeadershigstyle
APersonalityclashes




Conflicts
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Our Social Brain




Our Social Brain
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How We Deal With Fear




D{ | 13etel® af Conflict Escalation

CONFLICT
CRYSTALLIZATION
POINT

SELF-HELP POSSIBLE MEDIATION NEEDED

Act Deploy Loss of Threats Limited Mutually

The Goal
to Destroy

Positions | Positions

Taken Polarise | Mot talk Destructive

Abiyss

Conflict Face as a Harmful
Tactics Personal | Strategy Blows












| take
ACTIONS

BSERVABLE “DATA”

AND EXPERIENCES
(as avideo

might capture it)

ChrisArgyris



Mediativedialogue helps people
check their perceptions against those
of others

ASSUMPTIONS
ABOUT TO
CREATE PROBLEMS



Mediation

A process where an
impartial third party
facilitates communication
and negotiation,
promoting voluntary
decision making by the
disputing parties.
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Role of Mediator/Facilitator

ANeutral / Impartial

AlLeads process

AEstablishes trust with and between the parties
Almproves Communication

ARole models effective communication
AEmpathetic listener

ARisk taker

ACreative and tenacious

APromotes Voluntary Decision Making



Process of Mediation

Ground rules set

By Mediator

Both Parties share
Mediator summarizes

Generate Alternatives
Enlarge the pie: What are

Issues Explored the possibilities?

Mediator summarizes,
re-frames, asks linear
guestions

Positions to Interests
What is really important
to each party?

Mutual interests

Negotiation/Give and

take

Exploring what each party
can contribute

Develop Fairness Criteria
to create sustainable
solutions and
agreements.




Skills
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ARecognizingoncernsemotionsandneeds

AListening Summarizingy Deepeningjuestions
AReframing
APositionsto (mutual) interests
ALinearquestioning

0‘ ASeparatingssuesrom dynamics
AUnpackingresents
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Recognize underlying needs &
emotions




Understand Needs and Interests

AListening
ASummarizing
ADeepening




Reframing

ASeeing the current situation from
a different perspective

AShift

AFrom passive to active
AFrom negative to positive
AFrom past to future
AFrom future to past
AFrom others to oneself
AFrom liability to asset
AFrom victimization to empowerment




Positions to Interests




