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Table 1 Conflict Management Definition and Key Behaviors

	Definition
	Key Behaviors

	Uses a variety of approaches to manage and resolve concerns, disagreement, and conflict.
	Invites others to express their points of view

	
	Expresses disagreements in a way that does not attack or disparage others

	
	Helps uncover underlying and unstated issues causing the conflict

	
	Brings disagreements into the open and addresses them

	
	Expands areas of agreement and narrows areas of disagreement

	
	Facilitates the development of creative solutions to conflict

	
	Acknowledges the truth in criticisms

	
	Knows when to compromise and when to take stands


Expert: Models, leads, trains, and motivates multiple levels of personnel to be excellent in conflict

resolution.
Advanced: Even in the most complex situations, expands areas of agreement and narrows areas of

disagreement, facilitates the development of creative solutions to conflict, acknowledges the truth in

criticisms, and knows when to compromise and when to take stands.
Intermediate: Usually expands areas of agreement and narrows areas of disagreement, facilitates the

development of creative solutions to conflict, acknowledges the truth in criticisms, and knows when

to compromise and when to take stands.
Basic: Sometimes invites others to express their points of view, expresses disagreements in ways that

do not attack others, helps to uncover underlying core issues of conflict, and brings disagreements

into the open.
Awareness: Demonstrates common knowledge or an understanding of managing and resolving

conflict, but may avoid or miss some opportunities to do so.

Table 2 Conflict Management Available Training and Development Resources

	Resource Type
	Resource Title
	Unique Identifier
	Time

	1 Hour

Courses
	Workplace Conflict: Recognizing and Responding to Conflict


	comm_22_a01_bs_enus

	 1 hour

	
	Workplace Conflict: Strategies for Resolving Conflicts


	comm_22_a02_bs_enus

	1 hour

	
	Leading Teams: Dealing with Conflict


	team_03_a07_bs_enus

	1 hour

	Online Books
	Conflict 101: A Managers Guide to Resolving Problems So Everyone Can Get Back to Work


	9780814417119


	

	
	The Five Percent: Finding Solutions to Seemingly Impossible Conflicts


	9781586489212


	

	
	Managing Conflict at Work: Understanding and Resolving Conflict for Productive Working Relationships


	9780749459529


	

	QuickTalk Video
	Conflict Resolution: The Skill that Makes the Difference 


	19374 


	2-5 min

	
	Conflict Resolution: The Skill that Makes the Difference 


	19374 


	2-5 min

	
	QuickTalks: Jon Katzenbach: Optimizing Team Performance 


	25929 


	2-5 min



	
	QuickTalks: Linda Hill: Building and Leading Effective Teams 


	21593 


	2-5 min

	Government Leadership Advantage
	Leading People > Conflict Management
	
	


Conflict Management - Uses a variety of approaches to manage and resolve concerns, disagreement, and conflict.

