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Basics of Conflict Management
Carter McNamara, MBA, PhD, Authenticity Consulting, 
LLC. Copyright 1997-2008. Adapted from the Field Guide 
to Leadership and Supervision.

My ‘Resources’ from Training and Teaching Sessions  

My ‘Bosses’, ‘Wife’ and others beyond my control



¡ How many for YES –
Please raise your 
hands.

¡ How many for NO –
Please raise your 
hands

¡ How many undecided 
– Please raise your 
hands



¡ Google Responses:
§ झगड़ा
§ सघंषH
§ टकराव

§<वरोधाभास



¡Conflicting
§Values
§ Ideas
§Opinions
§Perspectives

¡ <वरोधाभासी
§जीवन मMूय
§ <वचार
§राय
§प7र!Oेय, 
PिRटकोण



Conflict occurs when there is non-alignment or 
contradiction of values, perspectives and opinions.  

¡ When I am not living according to my values;

¡ When my values and perspectives are 
questioned or challenged or threatened; 

¡ Discomfort from fear of the unknown or from 
lack of fulfillment.



© Copyright McGraw-Hill. All rights reserved.

¡ The discord that arises when goals, 
interests or values of different 
individuals or groups are incompatible 
and those people block or thwart each 
other’s efforts to achieve their 
objectives.



© Copyright McGraw-Hill. All 
rights reserved. 16–9

§ Conflict is inevitable given the wide range of goals 
for the different stakeholder in the organization.
▪ Lack of conflict signals that management emphasizes 

conformity and stifles innovation.
▪ Conflict is good for organizational performance 

although excessive conflict causes managers to spend 
too much time achieving their own ends.



© Copyright McGraw-Hill. All rights reserved.
16–10

¡ Interpersonal Conflict
§ Conflict between individuals due to differences in 

their goals or values.
¡ Intragroup Conflict

▪ Conflict within a group or team.
¡ Intergroup Conflict

▪ Conflict between two or more teams or groups.
▪ Managers play a key role in resolution of this conflict

¡ Interorganizational Conflict
▪ Conflict that arises across organizations / departments



© Copyright McGraw-Hill. All rights reserved.



¡ Helps to raise and address problems,

¡ Energizes work to be on the most appropriate 
issues.

¡ Helps people "be real", for example, it motivates 
them to participate. 

¡ Helps people learn how to recognize and benefit 
from their differences.



¡ Hampers productivity.

¡ Lowers morale.

¡ Causes more and continued conflicts.

¡ Causes inappropriate behaviors.



¡ When employees aren't 
informed of new decisions, 
programs, etc.

¡ Employees don't 
understand reasons for 
decisions, they aren't 
involved in decision-
making.

¡ As a result, employees 
trust the "rumor mill" 
more than management. 

Picture Source: https://st.depositphotos.com/1636517/1905/i/950/depositphotos_19051251-stock-photo-after-weighi ng-all-sides-i.jpg



¡ Resources - When 
there is:
§ Disagreement 

about "who does 
what".

§ Stress from 
working with 
inadequate 
resources.

Picture Source: http://www.benreed.net/wp-content/uploads/2011/04/puzzle-biz-people.jpg



https://sociologyassignments.com/wp-
content/uploads/2014/09/121.png



https://renaissanceranch.net/wp-content/uploads/Recovery%20Comparisons.jpg



¡ Strong personal 
natures don't 
match.

¡ We often don't 
like in others 
what we don't 
like in 
ourselves.

Picture Source
https://cdn.moneycrashers.com/wp-content/uploads/2015/09/couple-
arguing-silhouette-918x516.jpg



¡ inconsistent, missing, too-strong or 
uninformed leadership (at any level in the 
organization). 



¡ Avoid - Pretend it is not there or ignore it

¡ Accommodate - Give in to others.

¡ Compromise - Mutual give-and-take.

¡ Compete - Get your way

¡ Collaborate - Focus on working together.



¡ Regularly review jobs and tasks assigned

¡ Develop personal rapport with all subordinates.

¡ Share Information, involve people in decision making

¡ Consider an anonymous suggestion box

¡ Organize training on:
a. Interpersonal communications.
b. Conflict management.
c. Delegation.





Activity

Please write down 3 traits that really 
bother you when you see them in 
others.



¡ Be aware that these traits are your "hot 
buttons". 

¡ Know what you don't like about yourself, 
early on in your career.

¡ We often don't like in others what we don't 
want to see in ourselves. 



¡ If you and/or the other person are getting 
heated up, then manage yourself to stay calm 
by
§ Speaking to the person as if the other person is 

not heated up - this can be very 
effective!

§ Avoid use of the word "you" - this avoids blaming.
§ Nod your head to assure them you heard them.
§ Maintain eye contact with them.



¡ Move the discussion to a private area, if 
possible.

¡ Give the other person time to vent.
¡ Listen Carefully and Clarify
¡ Acknowledge where you disagree and where 

you agree.
¡ Work the issue, not the person. 
¡ If possible, identify at least one action that 

can be done by one or both of you.



¡ Conclude if the other person's behavior 
conflicts with policies and procedures in
the workplace and if so, present the issue to 
next level.

¡ Consider whether to agree to disagree.
¡ Consider seeking a third party to mediate.



God grant me the serenity to gracefully 
accept what I cannot change, the 
courage to change something that I 
can, and the wisdom to know what I 
can change and what I can not. 

~Author Unknown
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to maintain peace by removing the 
sources of tension and to bring out the 
humanity in human beings.



Maturity has more to do with what types of 
experiences you’ve had and what you’ve learned 
from them and less to do with how many birthdays 
you’ve celebrated.



Regretting People 
Never Learn and 
Learning People 
Never Regret



Others can stop you 
temporarily -- you are 

the only one who can do 
it permanently.

--Zig Ziglar



¡ try starting each day with a pep talk to 
yourself

¡ make it a habit to enjoy the good moments;

¡ express, rather than suppress, your feelings

¡ surround yourself with a positive 
environment, positive people, doing things 
that give you pleasure



¡ We are all unique beings – each with 
own qualities, attitude, thoughts etc

¡ No one will respect you unless you 
respect yourself and respect them

¡ Know your own strengths and build 
on them



¡ Comparison with others 
leads to sadness only

¡ Compete with yourself 
only. 

¡ You just be what you are 
– But behave 
appropriately according 
to the situation 



Tolerance is defined as “recognition of 
and respect for the opinions, practices or 
behavior of others.”



People desire 
to be celebrated, 

not tolerated!



© Copyright McGraw-Hill. All rights reserved.



© Copyright McGraw-Hill. All 
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¡ Functional Conflict Resolution
§ Handling conflict by compromise or collaboration 

between parties.
▪ Compromise: each party is concerned about their goal 

accomplishment and is willing to engage in give-and-take 
exchange to reach a reasonable solution.

▪ Collaboration: parties try to handle the conflict without 
making concessions by coming up with a new way to resolve 
their differences that leaves them both better off.

§ Managers also must address individual sources of 
conflict.



© Copyright McGraw-Hill. All 
rights reserved. 16–43

Strategies Focused on Individuals 

Increasing awareness of the 
source of conflict 

Can conflict source can be found 
and corrected? 

Increasing diversity awareness 
and skills 

Older workers may resent younger 
workers, or experience cultural 
differences. 

Practicing job rotation or 
temporary assignments 

Provides a good view of what 
others face. 

Using permanent transfers and 
dismissals when necessary 

Avoids problem interactions. 

 



© Copyright McGraw-Hill. All 
rights reserved. 16–44

Strategies Focused on The Whole Organization  

Changing the structure of the 
organization 

Shifting from a functional 
structure to a product structure as 
the organization increases in size. 

Increasing the levels of 
integration in the organization 

Using cross-functional teams to 
resolve conflicts between 
departments.  

Changing the organization’s 
culture 

Taking steps to change 
dysfunctional norms and values to 
reduce conflict and refocus the 
organization on effective goals. 

Altering the source of the 
conflict 

If conflict is due to overlapping 
authority, managers can fix the 
problem at the source. 

 





¡ A filter, a veil, that is conditioned to know what 
to hide and what to reveal in different 
situations. 

¡ Etiquette carefully masks the original unique 
behaviour and present required ‘Global’ 
behaviour. 





https://thumbs.dreamstime.com/t/una-
separaci%C3%B3n-del-conflicto-del-hombre-
y-de-la-mujer-de-los-pares-23452062.jpg




