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Agenda

 Understanding differences

 Understanding conflict

 Effective communication

And where they come from

Understanding differences
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Understanding differences
Communication styles

Communication styles

Directness

direct indirect

 Say what you mean and mean 
what you say

 Tell it like it is
 Truth > feelings

 Imply/suggest what you mean
 Read between the lines
 If the truth hurts; it should be 

tempered

Communication styles

Saving face

not important important

 Facts and expediency are more 
important than watching words

 Getting and giving information
 “No”, confrontation, and criticism 

are okay

 Maintaining harmony is the goal of 
communication

 Feelings don’t always align with 
words

 “No”, confrontation, criticism are 
to be avoided
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Communication styles

Focus

the task the person

 Business first
 Rapport is secondary to getting 

the job done
 The goal is the task

 Small talk
 Relationships are key in getting 

the job done
 The goal is the relationship

Understanding differences
Values and norms

Values and norms

Perception of power

democratic autocratic

 It’s okay to disagree
 Interaction
 Take initiative
 Decentralization

 Don’t question the boss
 One way interaction
 Wait until you are told
 Centralization



10/7/2019

4

Values and norms

Approach

creativity conformity

 Bypass the process
 Conflict is part of the process
 Informal interaction
 Difference is good

 Trust the process
 Avoid conflict
 Formal interaction
 Difference is uncomfortable

Values and norms

Personal and professional life

separate intertwined

 Personal matters should not 
brought to work

 Personal obligations are secondary 
to work

 Life and work inevitably overlap
 Work can be interrupted for 

personal business

Values and norms

Motivation

opportunity environment

 Professional opportunity and 
success

 Learn, get ahead, get power, 
authority, responsibility

 Money and advancement over 
stability and security

 Pleasant work environment and 
relationships

 Job security and stability
 Take care of employees
 Time off for family
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Values and norms

Time

fixed flexible

 Do not digress from the agenda
 Deadlines are respected
 Waiting for an appointment is an 

insult

 Digressions lead to creativity
 Deadlines are approximate
 Having to wait for an appointment 

is normal

What is it, how we feel about it, and where does it 
come from?

Understanding conflict

Causes of conflict

 Stress

 Differing points of 
view

 Feelings/jealously

 Gossip

 Generational, 
cultural, and value 
differences

 Competition/rivalry

 Poor communication

 Unclear 
roles/authority

 Limited resources

 Aggressive, insecure 
individuals 
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Outcomes of conflict

Acquiescence Collaboration

Avoidance Competition

Agree to 
Disagree

low high
Egoism
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Bargaining

Three rules for respectful communication

Effective communication

Rule 1: Crafting attitudes

Keep emotions in check

Watch for flooding
 Emotions can plan an 

important role in conflict

 Be aware of physical 
responses and body language

Self-soothing
 Step away

 Relax, don’t stew

Reframing
 Practicality

 Respect

 Objectivity
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Rule 2: Being respectful

Talk with, not at

Open appropriately
 Start off right
 Let them vent
 Make eye contact
 Be specific

Be patient
 Avoid distractions

 Don’t interrupt or rush

Listen
 Listen for ideas, emotions, 

reasons, motivations

 Encourage communication 
and clarity

Rule 3: Remember your purpose

Look for opportunities

Focus
 Now

 One thing at a time

 Be specific

 Offer, identify, and accept 
opportunities for resolution

 Forgive, don’t retaliate

Close appropriately
 Summarize

 What’s next?

Prepare for the future
 Appreciate – someone who 

feels appreciated will always 
do more than expected

Reflections
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Summary

 Be aware of how your conduct is perceived by 
others

 Recognize that we all come to the workplace with 
different views

 Know what conflict is, where it comes from, and 
how it can end up

 Practice effective communication

Reflecting on the Day

 Reflect

 What did I learn today?

 How will I integrate these lessons? 

 Plan of Action

 What am I prepared to do in the future?

 Stop, Start, Continue  

 Commit
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Legal Notice
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