
UNIT SUMMARY — MGC3450 

TOPICS  
- understanding conflict (1) 
- dispute resolution processes and dispute system design (3) 
- communication and emotion in conflict resolution (4) 
- negotiation (6) 
- mediation (9) 
- arbitration (11) 
- investigation/advocacy (12) 
- ethics (14) 

UNDERSTANDING CONFLICT MANAGEMENT 
  
DEFINING CONFLICT  
- when 2 or more parties perceive that their values or needs are incompatible  
- disputes are the manifest expressions of conflict 
- conflict can be functional (can prevent stagnation, encourages the examination of problems, aids personal 

growth) or dysfunctional (decreased communication, blurred issues, rigid commitments)  
- common contributors to workplace conflict are inequitable treatment, unfair processes and policies, 

incivility, workplace bullying, discrimination, harassment and retaliation  

FRAMING CONFLICT 
- interests: underlying needs that form positions (solutions formed to meet interests) 
- rights: who has legitimacy, who is correct, what is fair. Formed from precedent, customs and standards 
- power: resolve conflict on basis of who is stronger. Exchange of threats, aggression, withholding benefits 
- functional systems focus on interests first, then discuss rights, then consider power to remind other party 

of our authority 
- dysfunctional systems start with power, lead to justification about rights, then may discuss interests  

DEFINING CONFLICT MGMT  
- designing strategies which minimise the destructive elements of conflict, maximise learning and 

satisfaction of needs, and are efficient and fair  
- disputes can be framed as conflicts over interests, rights and/or power. A conflict management system 

should deal with all these frames.  
- conflict mgmt is different to dispute resolution in that it involves designing strategies which address and 

mediate conflict, whereas dispute resolution only deals with the manifest expressions of conflict  

CONFLICT MGMT SYSTEMS  
- should be a mix of rights-based (e.g, arbitration, investigation) and interest-based processes (e.g, 

negotiation, mediation) with the emphasis placed on the latter. Decision making processes such as 
arbitration better at dealing with rights-based issues because mediation and negotiation can be difficult 
when there is a power distance 

- need to implement a system to avoid employees using silence, exit or revenge as a coping mechanism — 
allows them to voice their grievances to management  

- HR responsible for designing a system that can handle a variety of disputes: 
- formal vs informal  
- internal vs external  
- binding vs non-binding  
- rights-based vs interest-based  

GOALS OF CONFLICT MGMT  
- efficiency: eliminates barriers to performance, doesn’t interfere with productive deployment of resources, 

cost effective, speedy, flexible 
- equity: unbiased, reliant on evidence, consistent, effective remedies, opportunities for appeal, coverage 

independent of resources  
- voice: participation in design and operation of dispute system, hearings, obtaining and presenting 

evidence, representation by advocates and use of experts  
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RESPONDING TO CONFLICT 
- Thomas-Kilmann conflict styles: can be high or low along 2 dimensions — assertiveness and 

cooperativeness  
- competition: high in assertiveness, low in cooperativeness 
- collaboration: high in assertiveness, high in cooperativeness 
- accommodation: low in assertiveness, high in cooperativeness 
- avoidance: low in assertiveness, low in cooperativeness 
- compromise: in the middle  

- dual concerns model: can he high or low along 2 dimensions — concern for own outcome and concern 
for others’ outcome  

- yielding: low concern for self, high concern for others 
- problem solving: high concern for self, high concern for others 
- contending: high concern for self, low concern for others 
- inaction: low concern for self, low concern for others  
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