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Leigh Ann Roberts, JD
Attorney-Mediator & Certified Trainer

Leigh Ann Roberts Certified Trainer of Workplace Mediation 

& TN Rule 31 Supreme Court Listed General Civil Mediator

Member of Circle Center Consulting, LLC and Papa & Roberts, PLLC in 
Brentwood, Tennessee.  National certified trainer for managing 
workplace conflict, part of the MediationWorks Training System .  Leigh 
Ann Roberts is an attorney, mediator and conflict consultant based in 
Brentwood.  Leigh Ann provides business,  nonprofit/ community and 
workplace mediation services- including mediation of construction, 
commercial, employment and franchise disputes as well as personal 
injury mediation. Leigh Ann is a Tennessee Supreme Court Rule 31 
Certified Civil Mediator, President of the TN Association of Professional 
Mediators, mediator for many national, state and local authorities, and 
chair and member on state, federal and local bar associations & practice 
committees on the topic of mediation and ADR.

Leigh Ann is a seasoned litigator and mediator with extensive experience 
assisting large companies, family owned businesses and nonprofit 
organizations with their diverse business, legal, fund-development & 
conflict management needs.  Leigh Ann can help with conflict 
management systems design as well as other conflict management 
strategies. Leigh Ann also facilitates work groups primarily in healthcare 
and technology companies and nonprofit organizations for Circle Center 
Consulting, LLC.

So, what tools do you want?

http://www.TheCircleCenter.com
http://www.mediationworks.com/mts/index.html
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The Wedge of 
Consciousness

Duke University study 

found that 40%

of the decisions we 

make each day are 

habits. 

Be a 

scientist…
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CONFLICT IN THE WORKPLACE:

How does conflict hold us back as 

teams and individuals?

Know thyself…

“Hi, I’m Leigh Ann and I am Conflict 

Avoidant.”

A real mixed bag….

Does your style differ at home, work, with 

friends, in community, etc.?
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When someone attacks me in a 

conflict setting, I…

 A. Shrug it off and go about my business.

 B.   Request that they give me a break so I 

can finish what I am doing.

 C.   Try to talk with them immediately to 

understand why they are so aggressive.

 D.   Match their intensity and come out 

swinging- best defense is a good offense.

 E.  Explain that I just want to finish my work 

and I don’t want to fight or offend them. 

When I see things differently from 

someone else, I…

 A.  Bite my tongue and wait for the subject to 

change.

 B.  Try to find a way of accepting the situation 

that is somewhere between both our 

perspectives.

 C. Try to find an answer to the problem that 

will suit both our needs.

 D.   Do what I can to sell why I am right.

 E.   Minimize our differences and 

acknowledge that they might be correct.

At a meeting, there is an elephant in the 

room & no one is talking about it. I….

 A.  Continue talking myself in the hopes 

someone will join in.

 B.  Say to the group that we need everyone’s 

input so we can wrap things up.

 C.   Acknowledge the elephant and ask for 

everyone’s help in solving the issue.

 D.  Define the problem, suggest ideas and 

request that everyone give feedback.

 E.  Ask the group if there is anything else that 

needs to be discussed.
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When someone really gets under 

your skin, you….
 A. Say nothing to them, avoid being around them 

in hopes of minimizing conflict.

 B.  Try to find something you two can agree on.

 C.  Talk with them about improving your joint 

communication. Try to find out how they feel and 

figure out how both of you can get your goals 

met. 

 D.  Talk with the person and tell them what 

behavior bugs you and ask them to stop.

 E.  Talk with that person but try not to offend 

them. 

You are presenting at a team meeting & 

2 of your coworkers are talking.  You…

 A.  Continue and hope they wrap it up soon.

 B.   Give them a minute to finish up and then 

resume your presentation.

 C.  Push the pause button and check in with 

all the team members to see how things are 

going.

 D.  Stop, stare at them and ask them if they 

are done!

 E.  Politely ask them if they could finish up 

after the meeting.

A peer is stuck on what you think is a minor issue 

and you would like to move on.  You….

 A.  Let him or her finish and wait so you can 

talk about what you feel is important.

 B.  Give them a few more minutes and then 

return to your task list.

 C.  Start a discussion on what priority each 

issue should have and seek consensus on 

that.

 D.  Tell them that they have to move on.

 E.  Politely remind them of the time limit on 

the project and the list of issues to cover.   
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There is a rift in the office and the 

staff is picking sides.  You….

 A.  Tell the group to talk amongst themselves and 

let you know when they have figured out a solution.

 B.  Suggest an idea that incorporates some of what 

both sides want.

 C.  Facilitate a discussion that gives everyone time 

to vent and discuss.  

 D. Tell everyone enough! And get back to work.

 E.  Find a location and time where the group can 

put their heads together and work it out and then 

report back to you.  

WHAT CONFLICT STYLE BEST 

DESCRIBES YOU IN THE 

WORKPLACE?

Get in groups by style……

What are the strengths of your style?

What are the challenging aspects of 

your style?

What styles do you admire? 

Appreciate?

What styles bug you? (Hint- these styles 

push your buttons and you would rather 

NOT have them as part of your 

negotiation/conflict)
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Get in groups by style:

A. Avoidant

B. Compromising

C. Collaborative

D. Competitive

E. Accommodating

What is your 

“conflict culture”
background?

Think:  Family, Friends, 

Workplace, etc.

Why would organizations 

& work teams benefit from 

using mediation?
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Is using conflict resolution strategies 

often the “Right Thing” to do?  

 Effective/Higher Satisfaction 

 Encourages & Improves Communication

 Develops Better Managers, Leaders & 
Professionals

 Expedient& Focused Process- Saves 
Time

 Informal and can be more private

 Able to Generate Nimble, Agile and 
Creative Resolutions 

 Respectful/Non-adversarial Tone

 Pro-relationship/Pro-teamwork

 Agreement is voluntary but promotes 
Accountability

 Reduces Personal Costs 

 Reduces Organizational Costs

What are some of the types of 

conflict that organizations 

encounter?

Causes of conflict??

 Personalities

 Deadlines & Stress

 Economic Dynamics

 Market Demands

 Lack of Correct Information

 Lack of teamwork or efficiency

 Lack of strong leadership in conflict

 Did I Mention Personalities????
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Companies and Organizations suffer 

from the costs of conflict………

Can you think of an organization 
that experienced conflict?

Take a few minutes..... 

How much do you think that conflict 
cost that organization? 

More than you think!

COST OF CONFLICT CALCULATOR

Every organization pays a price for 

mismanaging conflict . . . 

. . . but few know how much!

Let’s find out . . . 
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Worksheet of cost factors: 
1. Wasted time $ _______

2. Opportunity cost of wasted time $ _______

3. Reduced decision quality $ _______

4. Lost employees $ _______

5. Restructuring $ _______

6. Sabotage / theft / damage $ _______

7. Lowered job motivation $ _______

8. Lost work time $ _______

9. Health costs $ _______

Total cost of only one conflict: $ _______

Costs of Organizational Conflict
“Pure waste, no value added”

You may print this worksheet to enter data from your example.

Cost factor # 1:  Wasted time

_____ Number of people affected by the conflict

× _____ Average annual salary of each = $______

+ _____ Supplemental cost of fringe benefits = $______

× _____ Portion of year the conflict continued = $______

× _____ % of time engaged in or distracted by the conflict 

= $_______

Costs of Organizational Conflict

28,000

112,000

224,000

160,000

25**

½ 

40%*

40,000

4

* Source:  HR Magazine, February 2003

** Research:  25% to 42% of typical manager’s time is spent dealing with conflict.

Illustration

Enter your estimate on your worksheet.

Cost factor # 2:  Opportunity cost of wasted time

 Return on investment in labor is 150% to 500% of the cost of labor.

 So, the cost of an hour wasted by conflict is much more than the 

labor cost of that hour.

Costs of Organizational Conflict

Illustration

$______ Cost of wasted time

× ______ % ROI in labor (after subtraction of actual cost of labor)

= $______

28,000

50

14,000

Enter your estimate on your worksheet.
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Cost factor # 3:  Reduced decision quality

Conflict degrades decision quality in two ways:

 Every solo decision-maker requires information from others to 

make the best decision.  When information providers are in conflict 

with the decision-maker, the information supplied is inevitably 

distorted.

 When two or more people share responsibility for a decision, 

conflict between them causes decisions to result from their power 

contest, not from their objective judgment of what is best for the 

company.

Costs of Organizational Conflict

Cost factor # 3:  Reduced decision quality

 Impact is immeasurable, but often HUGE!  Can result in business 

failure when executive decisions are affected.

 What would have happened had a different decision been made is 

inherently unknowable.

 The average dollar-impact of decisions made by managers is 75% 

to 200% of their annual salary.

Costs of Organizational Conflict

Illustration

_____ Number of people affected by the conflict

× _____ Average annual salary of each = $______

× _____ Number of affected decisions made by each person 

during the conflict period

× _____ Dollar-impact of those decisions

= $ _________

4

40,000 160,000

1

75%

120,000
Enter your estimate on your worksheet.

Cost factor # 4:  Lost employees

Costs of Organizational Conflict

Estimate the cost of losing one good employee . . . You !

Your annual salary:  $______

Multiply by 1.4 (add 40%) =  $______
Annual investment in you by your employer

Multiply by 1.5* (add 50%) =  $______
Cost of replacing you

80,000

112,000

168,000

* This figure is from Raytheon Corporation.  A 2006 Right Management 

survey showed the average cost of replacing an employee is 2.48 times 

annual salary. 
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Cost factor # 4:  Lost employees

Costs of Organizational Conflict

Illustration

$  _____ Annual salary of a good employee who resigned

+ _____ Supplemental cost of fringe benefits = $______

× _____ Cost of replacing that employee = $_____

× _____ Average role of conflict in voluntary terminations 

= $______

Assume 10% annual turnover* in a company of 1000 employees.

$40,000 × 1.4 × 1.5 × 60% × 1000 × 10%  =  $5,040,000

= cost of conflict only of replacing good employees who resign.

* National private sector employee turnover rate is 15%.

40,000

40% 56,000

84,0001.5 

.6 

50,400

Enter your estimate on your worksheet.

Cost factor # 5:  Restructuring

Inefficient utilization of pre-purchased human resources resulting 

from efforts to accommodate an unresolved conflict:

Costs of Organizational Conflict

 Redesign of work procedures

 Variation from known best practices

 Reassignment of personnel

 “Promotion” to remove a “problem person”

 Other restructuring?

Guideline: 10% of the combined salaries of employees whose 

task relationships were restructured for the time the 

restructuring is in effect.

Cost factor # 6:  Sabotage / theft / damage

Costs of Organizational Conflict

 Theft, sabotage, and vandalism are only partially caused by 

unmanaged conflict.  (Other causes include dishonesty, 

desperate financial need, social alienation.)

 Loss is greater than managers realize.

 U.S Chamber of Commerce:  $20 billion to $40 billion annual 

loss due to employee theft

Enter your estimate on your worksheet.

Guideline: 10% of the acquisition cost of equipment, tools, and 

supplies that conflicted employees use or have access to in 

performing their jobs
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Cost factor # 7:  Lowered job motivation

Costs of Organizational Conflict

Chronic conflict erodes employees’ enthusiasm for doing good 

work.   

______ Number of people affected by the conflict

× ______ Average annual salary of each = $_______

× ______ Supplemental cost of fringe benefits = $_______

=  value of employees’ combined productivity, 

normally.

× ______ Portion of year the conflict continued = $_______

× ______ % of erosion of job motivation (productivity) 

= $________

Enter your estimate on your worksheet.

Illustration

4

40,000 160,000

1.4 224,000

½ 112,000

10

11,200

Cost factor # 8:  Lost work time

Costs of Organizational Conflict

Enter your estimate on your worksheet.

______ Number of people affected by the conflict

× ______ Average annual salary of each = $_______

× ______ Supplemental cost of fringe benefits = $_______

=  value of employees’ combined productivity, 

normally.

_____ Number of work days per year (250) × number of 

people

$_____ Value of productivity per day of work per employee

× ______ Number of days lost 

= $_______ Cost of lost work time

4

40,000 160,000

1.4 224,000

1000

224

8

1792 Illustration

Cost factor # 9:  Health costs

Costs of Organizational Conflict

Increased insurance premium payments due to claims for health 

services arising from “psychogenic” illnesses and injuries.

• Most illnesses and many injuries are partially psychogenic.

• Actual psychogenic factor is unknowable, but is not zero.

Guideline:  10% of Factor # 7 (Lowered Job Motivation), since 

both arise from job stress.

$ ______ Lowered job motivation (Factor # 7)

× ______ % 

=  $ ______

Enter your estimate on your worksheet.

Illustration

11,200

10

1,120



Conflict Resolution 7/11/12

14

What did you discover 

about the cost of conflict?

COST OF CONFLICT CALCULATOR & 

SURVEY RESULTS

Every organization pays a price for 

mismanaging conflict . . . 

. . . few know how much . . . 

. . . but now YOU know!

MEDIATION cuts costs and can help

resolve conflict  quickly and efficiently.

So what do you do, 

when you encounter a 

conflict?

There are several simple steps you can 
take that will make a big difference the 
next time you are faced with a conflict.
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Leadership & Interpersonal 

conflict…..

Executive, Manager and 

Team Lead as Conflict Coach

Watch out for your Fight, Flight or Freeze 
Responses!

They sabotage learnings & escalate tension.
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Follow/Model these basic steps…..

Step one:  Like a Scout, be prepared.

 Ground yourself, take a moment and breath.

 Make sure this is a situation that warrants 

intervention.

 Make sure you are the right person to intervene.

 Prepare in your mind how you want the 

conversation to go.

 Make preparations for a successful 

conversation. 

 Counter-intuitive, Thank About it!

Step Two:  the Talk before the Talk

 Prepare what you want to say to the other 
person.  Avoid “you” statements-use “I”
statements. (I have some concerns about__I 
would like to get your input.)

 Approach the person and ask if this is a good 
time to talk.

 If appropriate, schedule a time with that person 
to talk in private over the issue.

 Outline the process for them. (ground rules, 
equal time to talk, etc.) 

 Thank them for their time.

 Practice, practice, practice
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Step Three:  Takin’ Care of Business

“Do Not Disturb!”: After scheduling a time 

where both parties have ample time to talk, 

make sure people know to hold your calls.

LOCATION, LOCATION, LOCATION

Water, bathrooms, etc.

Do what you need to do to be in a good 

place and to be in a good way.

Step Four:  Setting a Solid Foundation

 Open in a good way, lean on preparation 

from the talk before the talk.  

 Remember,“I” statements are your focus: 

(Avoiding “You” & Sticking to the Issues)

 Get agreement on ground-rules: No Walk 

Aways (commitment to process)and No 

Power-plays!

 Everyone gets to speak, listen and 

listener offers rephrasing to make sure 

speaker was heard.  Emotions 

acknowledged.

Step Five:  Stay in the Process until Resolution

 Listening and Acknowledging emotions

 Acknowledge concessions and statements of 
regret, make some yourself if you need to.

 Remember Forces towards Harmony!

 When agreement reached on issues, write 
them down in objective language and 
standards.

 Provide agreement to all parties for 
implementation

 Check in with parties at a later date.

 THANK ABOUT IT!!!
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Affect labeling…

 Ways to Acknowledge and “Clear” Emotions-

I’ll show you my 

belly if you show 

me yours.

So, what will you do differently after today?

What new tools are you leaving with?

What old tool are you dusting off?
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Duke University study 

found that 40%

of the decisions we 

make each day are 

habits. 

The Wedge of 
Consciousness

Be a 

scientist…
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Thank you for your participation!
Let us know if we can help you or your team in the future with additional training, 

professional development coaching and facilitation services. 

Facilitator:  Leigh Ann Roberts

Circle Center Consulting, LLC
1612 Westgate Circle, Suite #220

Brentwood, TN 37027

www.theCircleCenter.com

(c) Copyrighted Materials, 2012- Leigh Ann 

Roberts of Papa & Roberts, PLLC 
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