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Expand your professional career skills by combining several  
Quick Skills books into your own customized learning plan.

Skills for the First-Time Supervisor

New supervisors face similar challenges. While used to being 
responsible for their own e orts  the  often feel nervous about 
being udged b  the wor  of those under their supervision. his 

uic  preparator  course focuses on e  concepts and abilities.

Customer Service

utting the customer rst is how ou eep current customers  
and entice new ones to use our compan s products or services. 

iving customers what the  want  increasing customer lo alt   
and eliminating customer dissatisfaction is the focus of this boo .

What Your Employer Expects 

tarting out strong is important for an  newl hired emplo ee   
and enhancing our s ills  behaviors  and attitudes that emplo ers 
want is the e  to long term success. ou will learn strategies and 
receive recommendations and guidelines to assist in this process.

Handling Conflict

nderstanding wh  con ict arises and how to better manage 
it is a s ill that can be learned  however  the process re uires 
understanding oneself and others. With this boo  ou will  
cultivate the s ills necessar  for handling con ict in an e ective  
and constructive manner.

Watch for these upcoming Quick Skills Series books
•  ntrepreneurship ills  •  ecision a ing and roblem olving   

•  eamwor   •  Managing Change  •  elf Management and oal etting   
•  ttitude and elf steem  •  dvancing our Career
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 mplo abilit  s ills  sometimes called soft s ills  have become 
the hard s ills of toda s wor force. he  are the power s ills that  
di erentiate e ceptional emplo ees from onl  ade uate emplo ees. 
With powerful emplo abilit  s ills  ou will rise faster and further 
in our career.
 mportant research conducted b  arvard niversit  the 
Carnegie oundation and tanford esearch Center concluded 
that  of ob success comes from having well developed 
emplo abilit  s ills  and onl   of ob success comes from 
technical s ills and nowledge  previousl  nown as the hard 
s ills. mplo ers worldwide sa  that man  applicants do not 
possess acceptable emplo abilit  s ills and  therefore  are 
unprepared for wor  in a fast changing  technological societ . 
 eing able to handle con ict e ectivel  is an emplo abilit  
s ill that is highl  valued b  emplo ers. ndividuals who remain 
ob ective and non defensive during con ict  and who view 
debate and critical feedbac  as important for improving their ob 
s ills  gain the respect of their supervisors and cowor ers. he 
abilit  to control one s emotions and behaviors during con ict 
is a signi cant professional asset. n this uic  ills boo  

 ou will learn strategies to enhance our 
own abilities when faced with challenging con ict in our wor .

CONTACT US FOR ADDITIONAL INFORMATION AND PRICING:

csp@careersolutionspublishing.com

(888) 299-2784
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Con icts are an inevitable part 
of life. hroughout our histor  

on earth  we human beings have 
struggled with one another. Although 
philosophers and religious leaders have 
urged us to embrace peace and uiet  
we continue 
to argue and 
clash—and 
sometimes we 
even seem to 
en o  it.

his boo  
is not about 
the major 
battles involved 
in war and 
politics. ather  it is about the inds 
of con icts ou e perience on an 
almost dail  basis  at wor  and also 
among our friends and famil . he 
wa  ou handle these con icts can 
have a major impact on our success  

our happiness  and our ful llment in 
life. here are two basic assumptions 
behind this boo
. ome wa s of handling con ict  

are more e ective than others—
that is  more li el  to result  
in positive outcomes.

. he s ills for handling 
con ict can be 
learned. Even if 

ou re not adept at 
them now  ou can 
improve through 
understanding  
and practice.

n the wor shops that follow  ou ll 
e plore several di erent aspects of 
con ict and learn important s ills 
that can help ou manage con icts 
e ectivel . ou ll see how to get 
a handle on con ict so that it can 

wor  to our 
advantage. 
n fact  ou ll 

discover how 
to ma e man  
con icts wor  
to the mutual 
advantage 
of both ou 
and our 
opponents.

o get a sense of our current 
approach to con ict  tr  the self  
assessment on the ne t page. or  
each statement  mar  the response 
that best applies to ou. 

Quick Skills Series: Handling Conflict 1 Introduction

Handling Conflict

Peace is not the absence  
of conflict. It is the ability  

to handle conflict by  
peaceful means.

— RONALD REAGAN

U.S. President
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ow man  times did ou chec  ften  or 
ometimes  Although there are no absolute  

rules that appl  in ever  con ict  each of the  
twelve statements describes a response that  
tends to produce a negative outcome. suall   
there are more productive wa s to thin  feel   
and behave during a con ict.

n this boo  ou ll nd man  suggestions and 
activities that can help ou identif  productive wa s 
of handling con ict and put them into practice in 

our own life.

o get a sense of our current approach to con ict  tr  this self assessment. or each statement  mar  the 
response that best applies to ou. on t spend a long time pondering each answer. ust choose the answer 
that seems most appropriate right now.

   Often Sometimes Never

 . m unhapp  about the conflict at m  job. � � �

 . m upset when people critici e me. � � �

 . eople get anno ed when  give them good advice. � � �

 .  find it hard to assert m  own rights and opinions. � � �

 . When people disagree with me  the argument gets personal. � � �

 .  raise m  voice in arguments. � � �

 .  get frustrated and angr  even though others ma  not now it. � � �

 . n a dispute  people tell me ve misinterpreted the situation. � � �

 . o avoid a fight   just give in. � � �

 . f it comes to a showdown   ma e sure  win. � � �

 . f someone shows anger toward me   get reall  upset. � � �

 . When other people are fighting about something that doesn t � � � 

  involve me directl   ma e a point of ignoring the trouble.
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Workshop 1: Use and Abuse of Conflict

Here, you will learn to

What’s Inside

 define conflict

 identif  beneficial aspects  
of conflict

 recogni e when conflict is 
constructive

Amber has a big problem with    
  ran  in urchasing at the 

construction rm where the  wor . 
ecentl  Amber was as ed to help 

prepare a bid for a new cit  recreation 
center. his is an unusual project for 
the rm  in part because the plans call 
for collaborating 
with a local artist 
on mosaic tile 
wor . o gure 
out the cost of the 
special materials  
she needs  

ran s help.
ran  has 

been with the 
compan  about 

 ears  Amber 
supposes. e s 
grump  set in 
his wa s  and disrespectful of oung 
people li e her. his morning  when 
she showed him the speci cations for 
the tiles  he grunted  Can t get em.

What do ou mean  she retorted. 
ve listed three possible sources.  

All ou have to do is as  for prices.
We don t deal with those places  

he declared. esides  these specs are 
too vague.”

 don t have details et. We need 
a ballpar  estimate  that s all. And wh  
can t we deal with new suppliers ”  
she questioned.

ran  rolled his e es and ignored her.
isten ” she snapped   was told  

 had to wor  with ou on these costs.  

f ou won t cooperate  m going  
to tell the boss ou re just a—”  
she swallowed several nast  words  
—a giant clog in the wor s ” she 

concluded.
h  ou go ahead and do that ” 

he grinned. Meanwhile  Mr. Clog s 
gonna le these 
papers for ou.” 
And he tossed her 
carefull  prepared 
specs into a 
wastebas et.

ince then  
Amber has been 
fuming. Should 
she storm bac  
and confront 

ran  Should  
she inform the 
boss that she  

can no longer wor  with ran
Should she tell her cowor ers 

about the incident in the hope that 
ever one will shun him  While she 
weighs these options  she is too upset 
to get an  wor  done.

Use and Abuse of Conflict
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What Is Conflict?

A con ict e ists when one person s attempt to 
reach his or her goals interferes with another 
person s attempt to do the same.  As Amber s stor  
demonstrates  con ict can rear its head at almost 
an  time in a wor  
environment. It can 
build up over a long 
time  or it can are 
suddenl . It ma  be 
based on genuine 
disagreements about 
the job  but it can be 
fueled b  man  other 
things  pressures that 
the individuals are 
feeling  frustrations  
fears  personal 
disli es  and more.

Amber s goal is to do her job well  and she sees 
her e orts being bloc ed b  ran  whose goal 
ma  be to prevent interference with his cherished 
wa  of doing things. As the  begin to clash over 
goals  man  negative emotions and behaviors come 
into pla . ran  patroni es and dismisses Amber. 
She threatens him and calls him a name. Now the 
situation is getting out of hand.

f course  con ict doesn t have to be so open 
or obvious. erhaps the nastiest con icts in 
organi ations are the ones papered over b  smiles 
and heart  greetings. If ou feel that someone who 
pretends to li e ou is reall  stabbing ou in the 
bac  ou re in con ict.

Disagreement vs. Conflict
It s important to reali e that mere disagreement  
is not con ict. Sa  that ou advocate lan A  and  
a cowor er of ours advocates lan . At a meeting 

ou both present our arguments  the two of ou 
disagree strongl  
ma be even 
loudl . his isn t 
necessaril  con ict. 
It wouldn t be 
con ict unless one 
of ou felt the other 
was bloc ing the 
achievement of a 
personal goal. If 
the dominant goal 
for both of ou is 
reaching the best 
decision for the 

compan  and ou are both willing to accept that 
there are di erent opinions about how to proceed  

ou can continue to wor  together without con ict.

For good ideas and  
true innovation, you need  

human interaction, conflict,  
argument, debate.

— MARGARET HEFFERNAN

International businesswoman  
and TED speaker
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Personality Traits That  
Promote Conflict
Are there some t pes of people who  b  their ver  
nature  rub others the wrong wa  hat is  do 
certain personalit  traits ma e people more prone 
to con ict  s chologists and organi ation theorists 
generall  believe this is true. Although such 
personalit  traits are hard to identif  and measure  
the following characteristics  among others  seem  
to promote con ict  

 Authoritarian attitudes 
 Arrogance 
 Insistence on the truth of a belief  
that cannot be proved

 Strong need to control things 
 ear of uncertaint

Consequences of Conflict 
What are some of the consequences of con ict in 
the wor place  ou can probabl  thin  of several 
immediatel . eople who stud  organi ations 
have described man  damages caused b  con ict  
including these

 Energ  is diverted from important 
organi ational goals.

 as s that depend on cooperation don t  
get done properl .

 oth parties to the con ict feel increased 
stress and frustration  which in turn can  
a ect their abilit  to do their job.

 he losers” in a con ict often feel demeaned 
or not respected  and this can a ect their 
commitment to the organi ation as a whole.

 ften the con ict spreads to other people  
forcing them to choose sides and poisoning 
man  relationships throughout the 
organi ation. Morale declines  suspicion  
and distrust mount  and job satisfaction 
su ers. Absenteeism rises.

 As hostilities escalate  some people ma  get 
red. thers ma  quit because the  can t 

stand the atmosphere. In either case  turnover 
increases  and the organi ation ma  struggle 
to eep a competent and productive sta .

 Clients or customers notice that something  
is wrong in the organi ation  and the  begin 
to ta e their business elsewhere.

Did you 
know?

According to a surve  b  Accountemps  
managers in major U.S. corporations spend 
more than four wee s a ear handling 
problems caused b  emplo ees who can t  
get along with one another.
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A C T I V I T Y  1 . 1

Looking at a Conflict of Your Own

Think about a conflict you’ve had within the last few years, either at work or in another part of your life.  
Answer the following questions:

1. How did it start? ____________________________________________________________________________

 ___________________________________________________________________________________________

 ___________________________________________________________________________________________

2. What emotions became involved?

 Your emotions: ______________________________________________________________________________

 ___________________________________________________________________________________________

 ___________________________________________________________________________________________

 The other person’s emotions (as you understand them):  ____________________________________________

 ___________________________________________________________________________________________

 ___________________________________________________________________________________________

3. Did the conflict escalate to involve other people? How and why? _____________________________________

 ___________________________________________________________________________________________

 ___________________________________________________________________________________________

 ___________________________________________________________________________________________

4. List any negative consequences that resulted: ____________________________________________________

 ___________________________________________________________________________________________

 ___________________________________________________________________________________________

 ___________________________________________________________________________________________

5. Looking back, do you think you should have handled the conflict differently? Explain your answer.

 ___________________________________________________________________________________________

 ___________________________________________________________________________________________

 ___________________________________________________________________________________________

 ___________________________________________________________________________________________

NAME


