Course Objectives
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�At the completion of this course, you will be able:

To identify common causes of conflict in the Disaster Field Office (DFO).

To discuss conflict management styles that a DFO supervisor might employ.�����Resolving Conflicts



�

�What are the common sources of conflict in the DFO organization?
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What conflict management styles do you use and in what situations?
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�����Sources of Conflict



�









�Conflict can result when you are trying to achieve one set of outcomes and another person wants something entirely different to happen.
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�����Sources of Conflict
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�You and another person may listen to the same words and hear them quite differently.



Your Notes:�����Sources of Conflict
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�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.
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�����Sources of Conflict
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�You may encounter resistance if you ask someone to try new ways of working or thinking.
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Sources of Conflict



Personality Clashes

��People with different personalities may clash because they have different emotional needs or because they just rub each other the wrong way.
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�����How do you manage conflict?



�

�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.
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�����Conflict Management Styles



�

�There are five styles of conflict management:

Dominating

Accommodating

Avoiding

Compromising

Collaborating



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 (cooperation).

Our choice behavior (conscious/unconscious) in a particular situation is based on assumptions (values/attitudes) about others, about the nature of the 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 in a situation.
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��Dominating



�

�Using the 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, or expertise.

May force compliance through open or implied threats.

Uses persuasive, “airtight” arguments.

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

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

In the extreme, is dogmatic, inflexible, and intimidating.



Rationale 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.
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�����Accommodating



�

�
Using the accommodating style 
i
ndicates 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 emotions.

In the extreme, enters into false agreements or insincere cooperation to restore harmony.



Rationale 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 that confront them.

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



��Using the 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 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.
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�����Compromising



�

�A compromising style is based on 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 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.
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�����Collaborating



�

�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 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.



Rationale 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.
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�����Wrap-Up



�

�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.
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After completing this course, I am better prepared to resolve conflicts at a Disaster Field Office.



(  Strongly Agree�(  Agree�(  Disagree�(  Strongly Disagree��



Comments:













The most effective part of this course was:

















Please add specific comments on how this course could be improved:

















Overall, how would you rate this course:



(  Poor�(  Adequate�(  Good�(  Very Good�(  Excellent��

Comments:

















List additional comments on the back of this page.

Thank You!
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