
CRIT ICAL CHOICES:

D o I want to manage the difference?
© why or why not?

* what wil l be the impact o n the organization?

Is it manageable?

* h is tory w i th this group or person?
* h o w critical is the issue?

* what is the quality of the relationship?

C R I T I C A L C H O I C E S :

Do I want fo manage the difference?

Is it manageable?

D I A G N O S I S :

F a c t s * Wha t are the differences in facts between us?

* Wha t sources of in format ion may be available to one
of us and not the other?

D I A G N O S I S :

What is the core difference?

(Facts, goals, methods, o r values?

G o a l s ¢ W h a t are the differences in goals between us?

* If e i ther of us achieves ou r goal, h o w will it affect
the other?

P E R S O N A L S K I L L S :

Engaging the other in dialogue, using:

* assertiveness

* a c t i v e l i s t e n i n g

* suppor t /con f ron t

M e t h o d s ¢ W h a t are the differences in our methods?

* W h y does each of us feel our me thod is best?

V a l u e s = * W h a t a r e t h e v a l u e d i f f e r e n c e s i n t h i s s i t u a t i o n ?

* H o w d o t h e s e i m p a c t o u r c o n f l i c t ?

A P P L I C A T I O N S :

Making agreements that st ick, using:

* problem-solving negotiation

* contract ing for resolut ion

* structures for managing difference

P R E V E N T I O N :

H o w shall we deal w i t h future confl icts?

P E R S O N A L S K I L L S :

Engaging the other in dialogue, using:

asser t iveness: stat ing my posit ion clearly

active listening: hearing the other?s posi t ion

suppor t /conf ront : legit imizing the other?s posit ion for
h im or her

legitimizing m y posit ion for me

identifying clearly the differences
between us

v a l i d a t e d i a g n o s i s t o g e t h e r b y i d e n t i f y i n g c o r e issues
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APPLICATIONS:

Move toward agreement by using problem-solving negotiation
w i th the s t ruc tures below:

Facts 1. Stop talking at each other and repeating facts.
. Clarify: there is a difference over facts.
. Establish cri teria for acceptable/non-acceptable facts.

. Decide: can w e prove (apply cri teria to) the facts
we have?

. Let go of the past.

. Develop next steps for resolution.

G o a l s . State: there is a difference in goals.
. State clearly your own goals and the other?s. ..

. Identify the differences.

. Determine the impact achieving ei ther goal would have

on the other.

. T r y to establish a c o m m o n goal.

. If no c o m m o n goal, decide who will choose between

your goals.

' Methods 1. Clarify: the difference is over h o w and not w h a t to do.

. State clearly your method and the other?s.

. Identify the differences.

.. Together establish cri teria for determining the mos t

appropr iate method.
. T r y to establish alternate methods both can accept.

. Decide who will choose a method if you can?t agree.

State: you have different values in this situation.
. State clearly your impor tan t value: hear and repeat

the other?s.
. Acknowledge both values as legitimate.
. Identify the difference in values as it applies to

this situation.

5. Translate the values in to operat ional terms.
6. Give appreciation.

Before ending b o t h parties agree on how t o manage future
confl icts over this issue.


