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New ADR Coordinators: Please contact us to
register for the next training on ADR program
procedures, forms and the online quarterly
reporting system. (We can also schedule time
at your location for one-on-one training). For
details on the upcoming December training,
visit our website at http://adr.gsd.state.nm.us.
Upcoming ADR Webinar: presented by the
US Dept. of Justice Interagency Alternative
Dispute Resolution Group:
Title:
“Consequences of Workplace
Intimidation: The Boss Whisperer and
Other Tools for ADR Professionals”
Speaker:
Lynn M. Fraser, Director,
Alternative Dispute Resolution Office,
Federal Election Commission
Date: Monday, November 17, 2014
Time: 10 am ‐ 11:30 am MST
For information on registering for this webinar, go to:
http://www.adr.gov/pdf/iadrwg-nov2014-flyer.pdf

or contact us at:

ADR.Bureau@state.nm.us

Register to receive notice of future training events at:
https://public.govdelivery.com/accounts/USDOJ/subscri
ber/new?topic_id=USDOJ_225

WORKPLACE CONFLICT:

STATE OF NEW MEXICO
General Services Department

Mike Myatt, Forbes Contributor

Developing effective conflict resolution skill
sets are an essential component of a building
a sustainable business model. Unresolved
conflict often results in loss of productivity, the
stifling of creativity, and the creation of
barriers to cooperation and collaboration.
Perhaps most importantly for leaders, good
conflict resolution ability equals good
employee retention. Leaders who don’t deal
with conflict will eventually watch their good
talent walk out the door in search of a
healthier and safer work environment.
While conflict is a normal part of any social
and organizational setting, the challenge of
conflict lies in how one chooses to deal with it.
Concealed, avoided or otherwise ignored,
conflict will likely fester only to grow into
resentment, create withdrawal or cause
factional infighting within an organization.
So, what creates conflict in the workplace?
Opposing positions, competitive tensions,
power struggles, ego, pride, jealousy,
performance discrepancies, compensation
issues, just someone having a bad day, etc.
While the answer to the previous question
would appear to lead to the conclusion that
just about anything and everything creates
conflict, the reality is that the root of most
conflict is either born out of poor
communication or the inability to control one’s
emotions. Let’s examine these two major
causes of conflict:
Communication: If you reflect back upon
conflicts you have encountered over the
years, you’ll quickly recognize many of them
resulted from a lack of information, poor
information, no information, or misinformation.

Let’s assume for a moment that you were
lucky enough to have received good
information, but didn’t know what to do with
it…That is still a communication problem,
which in turn can lead to conflict.
Clear, concise, accurate, and timely
communication of information will help to ease
both the number and severity of conflicts.
Emotions: Another common mistake made in
workplace communications which leads to
conflict is letting emotions drive decisions. I
have witnessed otherwise savvy executives
place the need for emotional superiority
ahead of achieving their mission (not that they
always understood this at the time). Case in
point – have you ever witnessed an employee
throw a fit of rage and draw the regrettable
line in the sand in the heat of the moment? If
you have, what you really watched was a
person indulging their emotions rather than
protecting their future.
The very bane of human existence, which is in
fact human nature itself, will always create
gaps in thinking & philosophy, and no matter
how much we all wish it wasn’t so…it is. So
the question then becomes how to effectively
deal with conflict when it arises. It is essential
for organizational health and performance that
conflict be accepted and addressed through
effective conflict resolution processes. While
having a conflict resolution structure is
important, effective utilization of conflict
resolution processes is ultimately dependent
upon the ability of all parties to understand the
benefits of conflict resolution, and perhaps
more importantly, their desire to resolve the
matter.
The following tips will help to more effectively
handle conflicts in the workplace:
1. Define Acceptable Behavior: You know
what they say about assuming…Just having a
definition for what constitutes acceptable

behavior is a positive step in avoiding conflict.
Creating a framework for “decisioning,” using
a published delegation of authority statement,
encouraging sound business practices in
collaboration, team building, leadership
development, and talent management will all
help avoid conflicts. Having clearly defined job
descriptions so that people know what’s
expected of them, and a well-articulated
chain-of-command to allow for effective
communication will also help avoid conflicts.
Clearly and publicly make it known what will
and won’t be tolerated.
2. Hit Conflict Head-on: While you can’t
always prevent conflicts, it has been my
experience that the secret to conflict
resolution is in fact conflict prevention where
possible. By actually seeking out areas of
potential conflict and proactively intervening in
a just and decisive fashion you will likely
prevent certain conflicts from ever arising. If a
conflict does flare-up, you will likely minimize
its severity by dealing with it quickly. Time
spent identifying and understanding natural
tensions will help to avoid unnecessary
conflict.
3. Understanding the WIIFM Factor:
Understanding the other professional’s WIIFM
(What’s In It For Me) position is critical. It is
absolutely essential to understand other’s
motivations prior to weighing in. The way to
avoid conflict is to help those around you
achieve their objectives. If you approach
conflict from the perspective of taking the
action that will help others best achieve their
goals you will find few obstacles will stand in
your way with regard to resolving conflict.
4. The Importance Factor: Pick your battles
and avoid conflict for the sake of conflict.
However if the issue is important enough to
create a conflict then it is surely important
enough to resolve. If the issue, circumstance,
or situation is important enough, and there is

enough at stake, people will do what is
necessary to open lines of communication
and close positional and/or philosophical
gaps.
5. View Conflict as Opportunity: Hidden
within virtually every conflict is the potential for
a tremendous teaching/learning opportunity.
Where there is disagreement there is an
inherent
potential
for
growth
and
development. If you’re a CEO who doesn’t
leverage conflict for team building and
leadership development purposes you’re
missing a great opportunity. Divergent
positions addressed properly can stimulate
innovation and learning in ways like minds
can’t even imagine. Smart leaders look for the
upside in all differing opinions.
Bottom line…I believe resolution can normally
be found with conflicts where there is a
sincere desire to do so. Turning the other
cheek, compromise, forgiveness, compassion,
empathy, finding common ground, being an
active listener, service above self, and
numerous other approaches will always allow
one to be successful in building rapport if the
underlying desire is strong enough. However,
when all else fails and positional gaps cannot
be closed, resolve the issue not by playing
favorites, but by doing the right thing.
Excerpted from Forbes, 2/22/2012: 5 Keys of Dealing with Workplace
Conflict, by Mike Myatt, Forbes Contributor:
http://www.forbes.com/sites/mikemyatt/2012/02/22/5-keys-to-dealingwith-workplace-conflict/

