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TIPS FOR DEFINING WORKPLACE CONFLICT

by Guy Harris
The first step in resolving a workplace conflict is: Define the Conflict in Terms of Its Business Impact.

While this step sounds simple, it can often be very difficult. Many times people see conflicts in terms of
symptoms or of the character traits of the people involved in the conflict rather than in terms of the impact
on the business or the organization. As a result, people define workplace conflicts like this:

* They just don’t like each other.

* They don’t know how to communicate.

e Johnisrude.

* Mary is lazy.

* Jim speaks too loudly.

To improve the odds of successfully resolving workplace conflicts, you need to dig beneath the surface to

define the problem in terms of its impact on business or organizational results. Well defined conflicts might
look something like:

* Customer service call times are too long.

Information is not reaching project managers in time for them to effectively manage contractor
relationships. We failed to close enough new contracts this quarter.
e Computer support response times are frustrating customers.

e Our group productivity is down from last year.

To find the way to define a conflict in terms of its business impact, evaluate the interaction between the
involved parties and look for how their interaction dysfunction or breakdown leads to:

A decrease in productivity - fewer parts per hour, longer processing time, etc.
A reduction in quality - poor quality control results, increased reject rate, etc.
* A negative impact on Customers - call response time, order fulfillment time, etc.

Lost sales - Customers hang-up before being spoken with, information is not delivered to the sales
person prior to meetings, etc.

An increase in expenses - rearrangement of work processes to work around the conflict, extra
processing or testing costs, greater product return rate, etc.



It might take some time to work through this step. In many cases, you could legitimately define a conflict
in multiple ways, and that is okay. It is better to identify multiple different ways to state the problem so you
can choose the best way to position the resolution discussion.

Making the conflict resolution process work starts with finding the best way to define the conflict.
A well defined conflict often reduces the defensiveness of the involved parties and
helps to align them towards working on a problem that they can all agree upon.
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ABOUT BUD TO BOSS

Bud to Boss provides new leaders and organizations looking to develop new leaders with insight,
resources and powerful learning opportunities designed to specifically address the challenges of
successfully transitioning from peer to leader.

To speak with someone about how we can help you or your organization, send a note to
info@BudtoBoss.com or call the number on this page.

You can learn more about us at:

BudtoBoss.com

Our products and services include:

* Books & Learning Resources, including the best-
selling book From Bud to Boss
@BudtoBoss

e Classroom & Virtual Workshops
* The Bud to Boss Toolkit eLearning Course
@FromBudtoBoss

* A Variety of Enterprise Solutions including Onsite
Training and Certification

/ BudtoBossOfficial

The Kevin Eikenberry Group
8021 Westover Drive
Indianapolis, IN 46268

(317) 387-1424




My Journey From Bud to Boss

A companion volume to the From Bud to Boss book, the
Journey is a workbook designed to help you apply the
knowledge gained to actual work experiences. It includes
activities, questions, and exercises designed to take

you beyond the concepts introduced to you during the
Workshop or the book. And while this book is completely
designed to be written in, all of the templates and tools
are available in both PDF and Word document form so

that you can use them over and over.

Remarkable Leadership

is a practical handbook written for anyone who
wants to hone the skills needed to become

a remarkable leader. This book outlines a
framework and a mechanism for both learning
new things and applying current knowledge in
a thoughtful and practical way. It explores real-
world concerns such as focus, limited time,

incremental improvement, and how we learn.
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Check out our website for additional leadership resources including our free
video training series, blogs, newsletters, podcast and more!

BudtoBoss.com/resources



