

COURSE OBJECTIVES



The objectives of this course are to enable participants:



To identify common causes of conflict in a Disaster Field Office.

To discuss conflict management styles that a Disaster Field Office supervisor might employ.



TARGET AUDIENCE



The target audience for this training is supervisors assigned to the Disaster Field Office.



APPROXIMATE TIME



1( hours



CONTENTS



This course includes the following:



Course Overview

Sources of Conflict

Conflict Management Styles

Activity:  Conflict Management Behavior Inventory

Summary



�

PREPARING



Use the following checklist to help you prepare for this course:



Supplies and Equipment

Visuals 1 through 16 (Prepare visuals if necessary.  See the Visual Masters at the end of these course materials.)

Overhead projector with screen

Chart paper, easels, and markers

Masking tape

Name cards

Pens and note paper



Handout Materials

Resolving Conflicts Summary (Prepare one copy for each participant.  See the Handout Masters at the end of these course materials.)

Conflict Management Behavior Inventory packet (Obtain one per participant from EMI.)

Resolving Conflicts End-of-Course Evaluation (Prepare one copy for each participant.)



NUMBER OF INSTRUCTORS



One to three instructors may be used to teach this course.



INSTRUCTOR QUALIFICATIONS



Instructors should have training experience, as well as previous experience working in a Disaster Field Office.  This course should not be taught by instructors without previous disaster field experience.  If you are inexperienced, request an experienced instructor to co-instruct the first session with you.

�

COURSE OVERVIEW



�Without any preparatory explanation to the participants, three instructors should stage a conflict situation according to the following role-play instructions:������One instructor begins the welcome and announcements.�

The second instructor bursts into the room with a full head of steam, interrupts the first instructor, and begins a heated discussion about something to do with today’s class (schedule, assignment of instructional tasks, etc.).�

The two instructors disagree.�

After the discussion has built to an argument, the third instructor will yell freeze and the argument stops.�

The third instructor turns to the class and facilitates a discussion about the nature and causes of conflict using the following discussion questions.�������What is the nature of the conflict?�������Did you pick a side?  If so, whom did you side with and why?�������What are all the possible underlying causes of this conflict?������How did you feel while you were witnessing this conflict?�����COURSE OVERVIEW����What is your typical reaction to witnessing or being in a conflict?�������What is the danger in not resolving conflicts?�����Visual 1

��Display the following visual and review the course objectives.



� EMBED PowerPoint.Slide.7  ���������

Resolving Conflicts Summary�Distribute the handout titled “Resolving Conflicts Summary.”  Tell the participants that they can use this handout to take notes.  (A master copy of this handout appears at the end of these course materials.)����

COURSE OVERVIEW



Visual 2

��Display the following visual.



� EMBED PowerPoint.Slide.7  ����������Review the following key points:������In any organization, it is inevitable that conflicts will arise.�

As a DFO supervisor, you may find yourself in conflict situations with:�

Personnel who report to you

Your supervisor

Other DFO supervisors or managers

Other personnel within the DFO organization

State or local officials

Disaster victims�

You also may be a witness to conflicts between individuals from one or more of these groups.�

This course will address:�

Some of the common causes of conflict in the DFO organization. 

Conflict management styles and how they can be used to resolve various types of conflict situations.

������

SOURCES OF CONFLICT

���Visual 3

��Display the following visual.



� EMBED PowerPoint.Slide.7  ���������



�Review the following key points:�

Divergent goals can be a source of conflict.�

Conflict can result when you are trying to achieve one set of outcomes and another person wants something entirely different to happen.�������Can you think of an example in which divergent goals might cause a conflict in the DFO?������Possible answer:



An Infrastructure Officer wants a bridge to be rebuilt quickly so that people can get back to work.  The Mitigation Officer wants to evaluate alternative approaches to the reconstruction so that the bridge will be better able to withstand future disasters.������After the students have provided several examples, ask the following followup question for each example:�������What strategies could you use to address the source of this conflict?���

SOURCES OF CONFLICT



Visual 4

��Display the following visual.



� EMBED PowerPoint.Slide.7  ���������



�Review the following key points:



Perceptual differences may result in conflict.



You and another person may listen to the same words and hear them quite differently.�������Can you think of an example in which perceptual differences caused a conflict in the DFO?������After the students have provided one or two examples, ask the following followup question for each example:�������What strategies could you use to address this conflict situation?������

SOURCES OF CONFLICT



Visual 5

��Display the following visual.



� EMBED PowerPoint.Slide.7  ���������



�Review the following key points:



Conflicts may stem from individuals’ positional status in the organization.



One person may resent another person’s authority or feel protective of his or her position.  �

Another person may feel undervalued compared to the position he or she held in a previous career or on the previous disaster.

����Can you think of an example in which status issues caused or contributed to a conflict in the DFO?������After the students have provided several examples, ask the following followup question for each example:�������What strategies could you use to address the source of this conflict?������

SOURCES OF CONFLICT



Visual 6

��Display the following visual.



� EMBED PowerPoint.Slide.7  ���������



�Review the following key points:



Change can lead to conflict, particularly if the change is unwelcome.



You may encounter resistance if you ask someone to try new ways of working or thinking.

����Can you think of an example in which change has caused a conflict in the DFO?������After the students have provided several examples, ask the following followup question for each example:�������What strategies could you use to address the source of this conflict?���������

SOURCES OF CONFLICT



Visual 7

��Display the following visual.



� EMBED PowerPoint.Slide.7  ���������



�Review the following key points:



Another source of conflict may simply be clashing personalities.�

People with different personalities may clash because they have different emotional needs or because they just rub each other the wrong way.�

Sometimes people with similar personalities do not get along!

����Can you think of an example in which a personality clash caused a conflict in the DFO?������After the students have provided several examples, ask the following followup question for each example:�������What strategies could you use to address the source of this conflict?������

CONFLICT MANAGEMENT STYLES



Visual 8

��Display the following visual.



� EMBED PowerPoint.Slide.7  ����������Review the following key points:������Every individual has his or her own preferred styles, or patterns of behavior, for managing conflict.�

The appropriateness of a particular conflict management style depends, in part, on the nature of the conflict situation.��������

CONFLICT MANAGEMENT STYLES



� EMBED Word.Picture.6  ����ACTIVITY:  CONFLICT MANAGEMENT BEHAVIOR INVENTORY



Prior to Conducting the Activity:�

Make sure that you have a copy of the Conflict Management Behavior Inventory packet for each participant.  The package includes:�

Instructions for completing the inventory.

The inventory.

Instructions for scoring the inventory and plotting a conflict management style profile.

Explanations of the five management styles and their appropriate uses.�

Familiarize yourself with the inventory, the instructions for scoring the inventory and plotting a conflict management style profile, and the explanatory material at the end of the Conflict Management Behavior Inventory packet.������Conducting the Activity:���

Tell the participants that they will now have an opportunity to complete a Conflict Management Behavior Inventory, a questionnaire that is designed to help them identify their characteristic ways of managing conflict.  �

Explain that after they have completed and scored the inventory, you will discuss the appropriateness of the various conflict management styles for different conflict situations.  Raising their awareness of their typical behavior will assist them in exploring alternative courses of action.����

Conflict Management Behavior Inventory

�Distribute the Conflict Management Behavior Inventory packets.�

Tell the participants to read the instructions on the first page of the booklet.  Give them 1 or 2 minutes to do so.�

Answer any questions participants have about completing the inventory.

����

CONFLICT MANAGEMENT STYLES



� EMBED Word.Picture.6  ����ACTIVITY:  CONFLICT MANAGEMENT BEHAVIOR INVENTORY (Continued)



Conducting the Activity:  (Continued)



Explain the following:�

To complete the inventory you are asked to make judgments about your behavior in two situations(a work situation (I) and a non-work/personal situation (II).  This allows you to identify differences, if any, in your conflict management styles depending on the nature of the conflict and your relationship with the individual with whom you are in conflict.�

You will be scoring the inventory yourself and no one else will see your responses, so be as honest as possible.�

It should take you about 10 minutes to complete the inventory.�

Now complete the inventory.�

Wait until all of the participants have completed the inventory (approximately 10 minutes).�

Refer the participants to the scoring sheet on page 4 of the inventory and explain the scoring instructions as follows:�

Notice that you are to calculate separate scores for the work situation and the nonwork situation.�

Transfer the point value you circled for each of the 40 items onto the scoring chart.�

Add the columns to obtain totals for each set of behaviors.�����

CONFLICT MANAGEMENT STYLES



� EMBED Word.Picture.6  ����ACTIVITY:  CONFLICT MANAGEMENT BEHAVIOR INVENTORY (Continued)



Conducting the Activity:  (Continued)



When the participants have finished calculating their scores, show Visual 9 and tell them to plot their scores on the profile charts on page 5 of the inventory, as explained below. ���Visual 9

��� EMBED PowerPoint.Slide.7  ���������For each situation, place a dot indicating your score for each of the management styles.�

Connect the dots.��������

CONFLICT MANAGEMENT STYLES



Visual 10

��Display the following visual.



� EMBED PowerPoint.Slide.7  ����������Review the following key points:������Although labels may differ, most students of human conflict agree on the following five styles of conflict management:�

Dominating

Accommodating

Avoiding

Compromising

Collaborating�

The behaviors that make up each style are based on the degree to which one is concerned with the attainment of personal goals (assertiveness) and with the preservation of the relationship (cooperative).�

Our choice of behavior (conscious or unconscious) in a particular situation is based on assumptions (values and attitudes) about others, about the nature of relationships, and about how we should go about getting what we want.������There is no “right” style; they are each appropriate in certain situations.  However, each of the styles can have negative consequences when overused, or when its use is inappropriate to the situation.���

CONFLICT MANAGEMENT STYLES



Visual 11

��Display the following visual.



� EMBED PowerPoint.Slide.7  ���������Refer the participants to page 8 of the Conflict Management Behavior Inventory packet for a description of the dominating style.�������Review the following key points:������A dominating style indicates a high degree of concern for attaining individual goals and low concern for the relationship.  “Winning” is a primary consideration.�

Behaviors typical of a dominating style:�

Employs assertive to aggressive behavior.

Uses power associated with status rank, expertise, etc.

May force compliance through open or implied threats.

Uses persuasive, “airtight” arguments.

May impugn other’s integrity, intelligence, common sense, or motives.

Listens to the other for the purpose of finding “holes” in the other’s argument and for preparing rebuttal.

In the extreme, is dogmatic, inflexible, and intimidating.������Rationale/assumptions in using a dominating style:�

Some people are right and others are wrong!

One should do whatever is necessary to win or prevail.

Persuasion, power, and force are acceptable to achieve goals.

There is a single right answer!

Losing means weakness, incompetence, and loss of power/control.���

CONFLICT MANAGEMENT STYLES



Visual 11

��Continue to show Visual 11.



Tell the participants to review the appropriate and inappropriate uses of a dominating style that are listed in the middle of page 8 of the packet.�

Ask the following discussion question:�������In what types of situations might it be appropriate to use a dominating style in the DFO?  Why?�������Review the following key points about the danger of overusing a dominant style:���

Your input may not be requested in the future.

Others are intimidated and may be less than candid in interactions.

Losers in confrontations expend energy finding ways to “get even.”

Your decisions elicit surface compliance but little or no commitment.�������Have you observed situations in the DFO when a dominant style was overused?������Ask one or two volunteers to describe the situations.���

CONFLICT MANAGEMENT STYLES



Visual 12

��Display the following visual.



� EMBED PowerPoint.Slide.7  ���������Refer the participants to page 9 of the Conflict Management Behavior Inventory packet for a description of the accommodating style.�������Review the following key points:

���An accommodating style indicates a high concern for the relationship with a relatively low concern for achievement of individual goals.  Pleasing the other and protecting one’s self from attack or negative consequences are primary considerations.����Behaviors typical of an accommodating style:�

Denies or smoothes over differences.

Is passive and unassertive.

Is cooperative to the point of sacrificing personal objectives.

Suppresses anger or strong negative emotions.

In the extreme, enters into false agreements or insincere cooperation to restore harmony.����Rationale/assumptions in using an accommodating style:�

Differences/conflict only serve to drive people apart.

To differ is to reject or be rejected.

It is better to ignore differences than to confront them.

Some relationships are so fragile that they cannot endure the trauma of working through differences.���

CONFLICT MANAGEMENT STYLES



Visual 12

��Continue to show Visual 12.



Tell the participants to review the appropriate and inappropriate uses of an accommodating style that are listed in the middle of page 9 of the packet.  �

Ask the following discussion question:�������In what types of situations might it be appropriate to use an accommodating style in the DFO?  Why?�������Review the following key points about the danger of overusing an accommodating style:���

The relationship is dishonest, therefore both lose.

The accommodating person can be exploited.

Unexpressed feelings and thwarted personal goals may cause resentment.�������Have you observed situations in the DFO when an accommodating style was overused?������Ask one or two volunteers to describe the situations.���

CONFLICT MANAGEMENT STYLES



Visual 13

��Display the following visual.



� EMBED PowerPoint.Slide.7  ���������Refer participants to page 10 of the Conflict Management Behavior Inventory packet for a description of the avoiding style.�������Review the following key points:������An avoiding style indicates a low concern for the relationship and a low concern for personal goals.  Avoidance of threatening situations and maintaining self-control are primary considerations.�

Behaviors typical of an avoiding style:�

Withdraws physically or psychologically from the situation.

Ignores problems or differences.

Refuses to engage in either “fighting” or problem solving.  Takes a detached observer stance.����Rationale/assumptions in using an avoiding style:�

Conflict is uncomfortable and I will probably lose anyway.

Being rational and in control of emotions is more important than achieving personal goals.

I do not have the power to influence the other person; it is hopeless.���

CONFLICT MANAGEMENT STYLES



Visual 13

��Continue to show Visual 13.



Tell the participants to review the appropriate and inappropriate uses of an avoiding style that are listed in the middle of page 10 of the packet.�

Ask the following discussion question:�������In what types of situations might it be appropriate to avoid a conflict in the DFO?  Why?�������Review the following key point about the danger of overusing an avoiding style:���

Both parties may end up feeling frustrated because differences are not worked through to the satisfaction of either party.  Overusing avoidance may ultimately result in termination of the relationship.�������Have you observed situations in the DFO when an avoiding style was overused?������Ask one or two volunteers to describe the situations.���

CONFLICT MANAGEMENT STYLES



Visual 14

��Display the following visual.



� EMBED PowerPoint.Slide.7  ���������Refer participants to page 11 of the Conflict Management Behavior Inventory packet for a description of the compromising style.�������Review the following key points:������A compromising style is based on an immediate concern for both the relationship and achievement of personal goals.  Seeking a middle ground acceptable to both parties is the primary consideration.����Behaviors typical of a compromising style:�

Negotiates or bargains to achieve goals.

Makes concessions to reach agreement.

Is reasonable and flexible.����Rationale/assumptions in using a compromising style:�

Finding a middle course in which you each give up something is preferable to a deadlock.

It is better to get half a loaf than none at all!

Compromising is a “civilized” approach to resolving the inevitable differences between people.���������

CONFLICT MANAGEMENT STYLES



Visual 14

��Continue to show Visual 14.



Tell  the participants to review the appropriate and inappropriate uses of a compromising style that are listed in the middle of page 11 of the packet.�

Ask the following discussion question:�������In what types of situations might it be appropriate to use a compromising style in the DFO?  Why?�������Review the following key points about the danger of overusing a compromising style:���

Compromise solution may ignore real issues.

Commitment to the solution may be low.

Compromise can be manipulative (i.e., to keep the other from “winning”).�������Have you observed situations in the DFO when a compromising style was overused?������Ask one or two volunteers to describe the situations.���

CONFLICT MANAGEMENT STYLES



Visual 15

��Display the following visual.



� EMBED PowerPoint.Slide.7  ���������Refer participants to page 12 of the Conflict Management Behavior Inventory packet for a description of the collaborating style.�������Review the following key points:������A collaborating style is based on a high degree of concern both for the relationship and for achieving personal goals.  Solving the problem in such a way that both parties are committed to the decision is the primary consideration.����Behaviors typical of a collaborating style:�

Engages the other in an exploration of their differences (attitudinal and substantive).

Expresses self openly and candidly.

Acknowledges legitimacy of own and other’s strong feelings.

Listens with an open mind to the other’s feelings, concerns, perceptions, and position.

Exhibits patience in exploring alternative ways of meeting each party’s needs and/or goals.�������

CONFLICT MANAGEMENT STYLES



Visual 15

��Continue to show Visual 15.



Review the following key point:



Rationale/assumptions in using a collaborating style:����Differences are natural events in relationships and should be perceived as problems to be resolved rather than fights to be won.

Conflict can be managed so that no one has to lose.

If both parties communicate openly and candidly and are committed to understanding the nature of the problem, the problem can be solved.

Who is at fault is not an important consideration.

���Tell the participants to review the appropriate and inappropriate uses of a collaborating style that are listed in the middle of page 12 of the packet.�

Ask the following discussion question:�������In what types of situations might it be appropriate to use a collaborating style in the DFO?  Why?�������Review the following key point about the danger of overusing a collaborating style:���

A collaborating style can be perceived as manipulative and self-serving if used inappropriately and/or unskillfully.�������Have you observed situations in the DFO when a collaborating style was overused?������Ask one or two volunteers to describe the situations.������Ask the participants if they have any questions about the five conflict management styles.



Emphasize that there is no “right” style; they are each appropriate in certain situations.���

CONFLICT MANAGEMENT STYLES



Visual 16

��Display the following visual.



� EMBED PowerPoint.Slide.7  ���������Explain that now that the participants are familiar with the five conflict management styles, they can go back and interpret their conflict management style profiles.



Read the following interpretation of the conflict management profile shown in Visual 16:�

The individual whose inventory resulted in this conflict management style profile explained that he tends to use a dominating style most frequently in his relationship with a male coworker because he views their relationship as essentially competitive and antagonistic.  He uses accommodating and collaborating least frequently because he views disagreements with this person, no matter what the issue, as a competition to be won.  He hates to give in or lose to him because the coworker becomes very smug and self-righteous if he believes he has won an argument.  



Avoiding is the second most frequently used behavior.  The respondent reported that he will withdraw first psychologically and then physically if he feels that he cannot “win.”  Occasionally, he will try to initiate a compromise when the issue is important to resolve, but he feels that they never fully resolve the emotional aspects of their disagreements.  The residue of negative feelings tends to fuel their next disagreement.

���

CONFLICT MANAGEMENT STYLES



�Tell the participants to compare their conflict management profiles for the work and nonwork situations.��������Poll the class, asking the following questions:



	How many of you found that the style you use most frequently is the same for both the work and nonwork conflict situations?



�	How many of you found that the style you use least frequently is the same for both situations?������Facilitate a discussion about how the participants’ profiles relate to the previous discussion about appropriate uses of each style.  Use the following discussion questions:�������For the two situations, how does your style profile reflect your perception of the relationship and your assumptions about the other person?�������Given what you’ve learned in this training, how appropriate are your usual approaches/styles to the situation?�������How effective have you been at resolving conflicts in these situations?�������What have you observed to be the consequences, negative and/or positive, of your conflict management styles for your relationships and for achieving your goals?�������Conclude the discussion by making the following key points:������While these profiles are based on two specific situations, they may tell you something about the styles you tend toward in other conflict situations.�

By heightening your awareness of your own conflict management tendencies, and reviewing the appropriate uses of each style, you can improve your own effectiveness by trying alternative approaches.���

SUMMARY



�



�Summarize the course by reviewing the following key points:



In any organization, it is inevitable that conflicts will arise.�

As a DFO supervisor, you may find yourself involved in or witnessing conflict situations among:�

Personnel who report to you

Your supervisor

Other DFO supervisors or managers

Other personnel within the DFO organization

State or local officials

Disaster victims�

There may be several factors contributing to a conflict situation, including:�

Divergent goals

Perceptual differences

Status issues

Change

Personality clashes�

There are several different styles or approaches that one can employ to manage conflict:�

Dominating

Accommodating

Avoiding

Compromising

Collaborating�

The appropriateness of each of the conflict management styles depends on the nature of the conflict situation.������

�Ask the participants to complete the course evaluation form.



��SUMMARY

���

�Distribute the course completion certificates to the participants.



���

�Thank the participants and the instructional staff.



��

Resolving Conflicts��
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