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Introduction

Quarrels would not last long if the fault
were only on one side.

—Francois de La Rochefoucauld

Every day in offices, retail stores, factories, and any
number of other workplaces, people are having conflicts
with co-workers. Whether you work for a nonprofit
organization, a small family business, a Fortune 100
company, or a fledgling upstart, if you work with at least
one other person, it’'s safe to say that you have
disagreements and face difficulties at times. It's normal,
natural, and nothing to fear.

You can drive yourself bonkers trying to create a
workplace that’'s completely void of conflict all the time.
And why would you want to create such a work
environment? Contrary to what you may believe, conflict
isn’t inherently all bad. When handled properly, conflict
can actually create positive changes and new
opportunities in your organization. Successfully making
the shift in your perspective from seeing only the
negative in disagreements to seeing the prospect for
positive change is the first step to resolving difficulties.

But how do you go about finding positive outcomes in
what on the surface looks like a negative situation? You
have to become skilled at calming the infernos by helping
employees through discussions that prove to them that
they can solve their own issues without always having to
have someone (you!) in the middle, acting as referee.
Become a coach for your team — someone they can trust
to bring the real and right issues to the table for effective
problem solving.



When it comes to your own workplace conflicts, if you
broaden your perspective to include the other person’s
point of view, you're sure to come out of the dispute with
a better working relationship. Being at the center of
controversy is never a good idea for anyone, so decide to
use the uneasy situation as an opportunity to improve
systems, relationships, and your credibility.

In this book, I tell you what the most common causes of
workplace conflict are and how to address them by using
a proven mediation method and philosophy. And
remember: Every story always has more than one side.

About This Book

This book is a tool intended to help managers (or anyone
who has a job) work through conflict with peers,
subordinates, and even bosses. It's primarily aimed at
those employees in organizations who find themselves
negotiating difficulties without the benefit of having
professional conflict resolution or mediation experience.
The chapters are chock-full of facilitation techniques and
tools that come from successful conflict resolution
experts, delivered in a way that’s easy to understand and
ready for you to apply right away.

Many employees who've felt helpless as previously
functioning working relationships went south will
appreciate that the information in this book shows them
they’'re not doomed to repeat the past but instead can
create a new way of dealing with problems when they
arise — and they will arise. | lay out, and describe the
function of, internal and external resources for you to turn
to as the situation warrants. The information | serve up



helps you build a customized plan for your unique
situation.

In today’s increasingly competitive job market, the insight
| share with you about settling unsettling situations is
invaluable. | share my personal experiences and the
knowledge I've gained from mediating a variety of
workplace, family, and consumer disputes, and | let you in
on a few trade secrets.

| also enlist the expertise of some of the best mediators |
know to show you exactly what to do to resolve conflict.
Their collective proficiency in settling differences between
2 or 200 makes for an excellent chance of creating long-
lasting and satisfying agreements.

Conventions Used in This
Book

To help make this book easier to navigate, | include the
following conventions:

| introduce new terms in italics and then define
them.

| use bold text to highlight key words in bulleted
lists.

What You’re Not to Read

As an author, I'd be thrilled if you read every word |
wrote. But from a practical standpoint, | know you’re busy



— with your day-to-day tasks at work and the conflict
you’'re undoubtedly trying to resolve. To make this book
even easier to use, I'm going to let you in on a secret.
When you see sidebars — text in gray-shaded boxes —
feel free to skip them. These asides are often real-life
examples or other tidbits I've picked up during my years
as a mediator. The stories can drive home a point | make
in the accompanying chapter or offer a new perspective
on a situation, but you’ll get the main point of any section
or chapter even if you don’t read them.

Foolish Assumptions

I’'m assuming you have a job, paid or volunteer, and that
you interact with people. I'm also assuming you have
some sort of management responsibility — be it keeping
the line moving at the manufacturing plant or trying to
keep your reputation intact as the star manager in the
strongest department of an international corporation. And
I’'m thinking you’'re currently experiencing some trouble.
You may be sick and tired of a conflict between two of
your employees, or you may be bickering with a
colleague, or perhaps you’re at a loss as to what to do
about the problems between you and your boss. My final
assumption? I’'m guessing you want to do something
about it.

How This Book Is
Organized

This book is organized into five parts.



