Appendix A

Situational Conflict Styles
Assessment Exercise

Read the scenarios below, then respond to the gquestions thal follow, keeping in
mind how you would respond in each specific role within each conflict. Please
give honest, realistic answers to each question.

Situation 1a

*on and a colleague are jointly responsible for developing & presentation. S'he
has a very dilferent way of approaching the project, waiting until the last minute,
leaving much more to "see what the sitwation brings.” You prefer to attend to
details, practice the presentation several times, etc., but your meetings are being
canceled due to conflicts in histher schedule. When the presentation day arrives,
evirylhing is a disaster! Equipment is set up wrong, handouts are missing, and in
the middle of the presentation, s'the digresses with a story that uses up time you
needed to make some key points. As you are leaving, s/he says, "Well, this could
have gone better. But [ think people liked it."

L. What behavioral resporse would you most likely have to this conflict?
A, You glare angrily at your collcague and loudly
declare that the entire presentation was a failure and that it was
all hisher fault, Then wou go directly to your immediate
supervisor, blaming your colleague for the disastrous
presentation and refuse to work with bimvher ever again,

B, You nod in agreement with your colleague, while
inside you wish vou had the nerve to tell him'her that you think
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2. What types of emotional responses would you feel in this situation? {check
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it could have gone much better and that you are concemed about
waorking with him/her again in the future,

C. You busy vourself with clean up and leave quickly,
saying yvou have another appointmenl. You try to escape seeing
that colleague whenever possible in the future.

. You voice your disagreement, but acknowledge the
fact that if you work together again, s'he will likely handle it in
a similar fashion. Therefore, you would split any future
responsibilities exactly in half.

E. You disagres with your colleague, telling himher
you are worried about how other people in the department
perceive your ability to handle respansibility. You discuss
his'her busy schedule and agree that on your next project
topether, vouw'll swap child care to help him'her deal with stress
and get things done on time.

all that apply)

3. What type of thoughts {cogwitive responses) go through your mind in this

anger confusion shame
sadness happiness fear
other:

situation?

4. What phvsical responres would you have to this situation? (check all that

apply)

5. Giiven vour overall response to the situation, what dao vou find to be h-ulpful?"'

sweaty palms tuel vision

excitement elation

anxiety nausea

rapid breathing tension:
__ forghead ___ cheeks
_ neck ___arms
_ back _ leps
___aother;

other:
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6. What needs 1o be changed or improved?

Situation |h

¥ou and a colleague are responsible for developing a presentation, S/he has
a very different style of approaching the project, planning everything down to the
last detail and insisting that everything be written down on index cards, You prefer
te have a general idea of how the presentation will go, but want to leave room for
audience participation, including a question and enswer period. The request for
this presentation came only two weeks ago, and with three children at home, it has
been difficult for you to squeeze in meetings with your colleague on top of the
regular work day, Yesterday you had to miss a meeting because vour babysitter
canceled at the last minute. When the presentation day arrives, there are some
equipment mix-ups and several handouts are missing, but the audience doesn't seem
to mind. Towards the end, one sttendee asks a particularly thought-provoking
question, which necessitates a fairly lengthy response from vou. Before yvou know
it, it's time to finish up—where did the time go? Yoo leave the presentation fecling
that, although everything didn't go exactly as planned, there was genuine interest
in the material and appreciation of your knowledge. As you are leaving, vou say
to yvour colleague, "Well, thiz could have gone better. But [ think people liked it ®
Sihe stares at you, shocked. "This was a disaster," s'he says, " | can't believe you
wasted so much time on that last question. They'll never come back again!"

I What behavioral response would you most likely have to this contliet?

A, You feel your blood rising and say loudly: “The only
part of the presentation they didn't like was yours. Well, vou
won't have to work with me again, anyway.” That same day, you
go to vour immediate supervisor and demand to be removed
from future projects with this colleague, Who needs to work
with such a control freak?

B. You shake your head, feigning agreement with your
colleague, while inside you wish you had the nerve to tell
him/her that vou really thought the presentation went okay.
Furthermore, vou thought it was totally appropriate to spend so
much time answering audience questions,

C. You busy yourself with elean up and leave quickly,
saving you have another appointment. You trv to escape seefng
that eolleague whenever possible in the future.

D. You assert vour disagreement with vour colleague.
You suggest that in the future, you split the presentation exactly
in half. S/he can control the first half of the agenda, while you
take the second. This will ensure him/her all the time needed to
get hisgher points in, in whatever manner s'he chooses.

E. You assert your disagreement with wvour colleague
and indicate your interest in maintaining a healthy work
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velationship with him'her. You learn that s’he is concerned
ahout others' parceptions of histher ability o handle a heavy
workload, especially since s/he has made incredible efforts at
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Johnny's ape have other things on their minds, he contends, You are at fault for not
being more flexible or helpful when Johnny has struggled.

1. What behovioral response would vou most likely have to this conflict?

improving hisher organizational skills. You empathize, telling
him/her about your child care dilemmas. You agree to try to be
more organized next time, and s/he offers to help by swapping
child care in the future. You both tell your supervisor that you
need more lead time for future presentations.

2. What types of emotional responses would you feel in this situation? (check
all that apply)

anger confusion shame
sadnes happiness fear
other:

3. What type of thoughts (eagnitive responses) go through your mind in this
situation?

4. What physical responses would you have to this situation? (check all that
apply)

gweaty palms _ tunnel vision
excitement clation
_ anxiely nau:!ca
rapid breathing tension:
_ forehead  _ cheeks
_ nexk _ arms
_ back _ leps

_ oither:
other:

5, Given your overall response to the situation, what do you find 1o be helpful?
6. What needs to be changed or improved?

Situation Za .
¥au have Johnny Jones as a student in your class this semester, and he 15 not
doing very well. He is often late and unprepared, and he doesn't seem especially
imterested in class. You arrange a meeting with his father. Mr. Jones, initially
pleased to hear of vour concerns, later becomes defensive. His voice gmwi_ng
louder, he says that you make unreasonable expectations of your students, Kids

A. You tell Mr. Jones that you are not being
unreasonable. Other kids in the class manage 1o pet their work
done, despile outside interests. Rules are rules, and you can't
make exceptions for one student. 1T Johnny doesn't get his act
together, you will have no choice but to fail him,

B. You listen to Mr. Jones rant and rave [or half an
hour, which makes you late for an important meeting, At the end
of the conversation, you tell Mr, Jones that you will "see what
you can do,” but after you leave, you still have no idea how to
help Johnny do better in class.

_ C. ¥You cut your conversation with Mr. Jones short,
saying vou have to get to a meeting soon. You tell him you will
have to talk about it at another time but do not schedule anything
with him or make any definite plans for dealing with Johnny in
the future,

D. You assert that you do not feel vou are being
unreasonable. Mr. Jones agrees to get Johnny te school on time
and make sure he is completing all of his homework
assignments. Several weeks later, you find Johnny is abiding by
the rules, bul only doing the bare minimum with no real
enthusiasm for learning. You feel compelled 1o agree when his
father says, "You can lead a horse to water, but vou can't make
him drink."

E. You arrange a meeting in person with both Johnny
and his father. At the meeting, ¥ou and Johnny come to an
agreement that if, with his father's gnidance, he can make it to
school on time and complete his homework assignments to the
best of his ability, you will work out @ more interesting reading
list for the class. You will even include publications with
articles about some of Johnny's favorite activities, such as
mountain biking and skateboarding. You make sure both Johnmy
and Mr. Jones are aware that a lifelong enjoyment of reading and
open lines of communication are far more important Lo you than
simply enforcing rules.

anger confision shame
sadness happiness fear
other:

2. What types of emadional resporses would vou feel in this situation? {check
all that apply)
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3. What type of thoughts (cogritive responses) go through your mind in this
situation?

4. What pénsica! responses would yvou have to this situation? (check all that

apply)

swealy palms tunnel vision

excitement elation

anxiety _ nausea

rapid breathing tension:
_ forehead  cheeks
__neck ___arms
__ back _ legs
___other:

other:

5. Given yvour overall response to the situation, what do vou find to be helpful?
6. What needs to be changed or improved?

Situation 2h

Your son Johnny is a student in Ms. Smith's sophomore English class, and you
know he is not doing very well. You are a divorced, single parent with sole
custody of Johnny, You wsually work third shift and sometimes don't come home
from work until after Johnny has left for schoal in the morning,. When he comes
home from school, you are usually still asleep. He is frequently on his own and has
to cook his own meals, but you can't afford to leave vour job. You are actually a
little proud of how self-sufficient Johnny has become over the last few years,
especially when he helps out by going to the procery store or cleaning the
apartment. Recently Johnny brought home a note from Ms. Smith, which said he
is in danger of failing, due to tardiness, incomplete assignments, and a bad attilude
in class. You appreciate her concerns, but when vou mest with her, you feel a
growing resentment over her lack of Aexibility and helpfulness. She doesn’t have
any idea how much of a struggle it has been for you to raise Johnny alone or for
Johnmy to grow up in 2 broken home. She offers only criticisms of Johnny, who

is really a great kid. When she asks vour opinion, vou volunteer that you think she

is plaging unreasonable expeetations on her students. She takes offense at this

comment and says, "I Johnny wants to succeed in the real world, he's going o

have to meet high expectations. The other kids are able to get their work done and
participate in extracurricular activities, Johnny is just going to have to keep up.”
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1. What befavioral response would you most likely have to this conllict?

A You yell that Jehnny has been out in the real world
more than mest of the other kids in the class. "What he needs is
a better teacher who understands kids. You leave the meeting
angry and go directly to the principal's office, where vou insist
that Johnny be fransferred to another English class.

B. You listen to the teacher, nodding your head in
agreement, but you are convinced that she needs a better grasp
of the situation. You are afraid that if you voice any further
disagreement, Johnny's grade will suffer, so vou leave the
meeting resigned that there is nothing to be done.

C. You cut your meeting with the teacher short, saying

vou have to get to work. You tell her vou'll have to talk aboue it
later, but you don't schedule anything or make plans for the
future.
_ D. You disagree with Ms. Smith, but promise you will
make sure Johnny gets to school on time and completes all his
homework. ¥ou can't however, make him love school. As long
as he's not talking out of twrn or smart mouthing the teacher,
there's not much you can do about his attitade.

E. You asserl vour disagreement and ask if you can
arrange a meeting that includes Johnny, since his needs are an
important factor. Al the next meeting, vou allow Johnny to
explain the difficulties he has getting 1o school on time and
getting his work done. 'Y ou make arrangements to have a tutor
help him twice a week, until you can get moved from third to
first shift. You learn that Ms. Smith is more concerned with
helping Johnny to enjoy reading than with enforcing rules, and
you successfully encourage her to add some bicyeling and
skateboarding pericdicals to her reading list, to motivate Johnmy
to read more.

1, What types of emorional respomges would you feel in this situation? (check
all that apply)

_ anger confusion shame
sadness  happiness ___fear
other:

3. What type of thoughts (cagnitive respouses) go through vour mind in this
situation?

4. What phyvical responses would you have to this situation? (cheek all that

apply)

sweaty palms tunne| vision
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excitement _ elation
anxiely TALSE
rapid breathing tension:
___ forehead _ cheeks
— neck _ amms
_ back _ legs
___ather!
other:

5. Given your overall response to the situation, what do you find to be helpful?
6. What needs to be changed or improved?

Sitwation Ja

¥ou are an administrator who feels overloaded with projects and paperwork.
Y ou work hard to keep things balanced, trying to provide vour secretary with clear
information and adequate lead time. But you are often unavailable, tied up in
meetings. You recently gave him a report to type that you need today, as part ofa
large project to be done with other administrators.  But when you arrived af the
oiTice this moming, you saw the report sitting on his dask, in a stack of work ta be
done, not looking anywhere near completion. Shortly before 10:00 a.m., he tells
vou he has a 2:00 dental appointment.

I. What hehavioral response would you most likely have to this confliet?

A You take the report from his pile and announce you
are taking aver the project. At the meeting, you present what
you can, then approach vour supervisor about having your
secretary transferred to another department. The day afier the
meeting, you blame him for vour poor performance i from of
the other administrators and threaten him with the loss of his job.
At this stage, vou don't want to hear any more of his excuses,

B. You take the report from his pile and with a sigh of
resignation, tell him he is no longer responsible for it. You
spend the next four hours in your office, campleting the report
yourself, even though it means missing two other meetings and
canceling lunch with a colleague.

. You shrug your shoulders and shut yourself in the
office all morning. At noon, vou decide to make an excuse not
to attend the administrators” meeting. Y ou ask your secretary to

Appendix A

file the report when he is finished with it, but you don't ever read
it.

D. You ask your sécretary about the status of the report.
When he responds that he has worked on part of it, but i's not
yet finished, you agree to complete a portion of it vourself, a0 he
can make his dental appoiniment. You are still concerned ahout
his completing future projects on time.

E. You ask your secretary to take a break over coffee to
go over the day's agenda, You leam he is confused about
completing the report, because you have also piven him some
statistics to run by the end of the day. You leamn, too, that the
dental appointment is an emergency to correct a broken filling,
You agres to devise a system for assigning prioritics to future
deadlines. In the meantime, you give him permission to give lop
priority to the administrators' report, so it will be finished by the
time he needs to leave for his dental appointment.

anger confusion shame
sadness happiness fear
ather;

aweary palms funnel vision
excilement elation
anxiety nausea
__ rapid breathing tension:
_ forehead  cheeks
_ neck __arms
_ back _ legs
___other:
__ otherr
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2. What types of emotional responses would you feel in this situation? (check
all that apply)

3. What type of thoughis (cogmitive responses) po through vour mind in thiz
situation?

4. What physical responses would you have to this situation? (check all that

3. Given your averall response to the situation, what do you find to be helpful?
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6, What needs to be changed or impraved?

Situation 3b

You arc the secretary to an overworked administrator, She is often
unavailable, due to a heavy meeting schedule, but vou try to keep up and mest all
of her deadlines, She recently gave you a report Lo prepare for an administrators'
mezting today, but you have a stack of statistics to compile by the end of the day.
To make matters worse, yvou broke a filling in vour tooth vesterday, and you ean't
getin to see the dentist until 2:00. You leave a memo on your boss' desk to that
effect. As the moming wears on, you find the pain from the tocth evermore
distracting, but you keep plugging away at the statistics, knewing that you alse
need te complete the report by the end of the day. Later thal marning, your boss
spies the incomplete report on your desk and takes it without saying anything,
leaving right away for & meeting. When she returns at noon, she announces you'll
have to cancel vour dental appointment in order (o finish the report,

|. What behravioral response would vou most likely have to this confliet?
A You refuse to cancel the appointment and tell her
she's impossible to work for. You tell her vou have to go to the
men's room, but actually vou go 1o vour supervisor's office and
complain that your boss is denying you important medical leave.
You threaten to file 8 grievance with vour union, unless
something is done about your boss. The best solution would be
to transfer to a more reasonable administrator.
B. Even though vour tooth is throbbing, and yvou don't
thirk it's fair that your boss tock the report away without asking,
vou cancel the appointment and stay until the report is finished.
C. You wait until your boss is at lunch, then take the
rest of the day off sick, calling in a temp to finish the report.
D You call your dentist's office and get your
appointment postponed until later in the deyv, s0 you can
complete the reporl. You are rushing around so much that you
never find out why your boss teck the report from you in the
first place.
E. You tell your boss vou could both use a break to go
over the list of assignments for the day. You lesrn that not only
did she forget that she gave vou the statistics to complete, but
she didn't read all of your memo about the dental appointment
and had no idea it was an emergency. She's really concerned
about getting the administrators’ report done, which is why she
took it off your desk in the first place; she thought she could
finish it herself, but her noon meeting ran late. Together you
come up with a system for prioritizing your future workload.
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You offer to move vour dental appointment to later that
afternoan, so that both the report and the statistics can be
completed on time.

2, What types of emotional responses would you feel in this situation? {check
all that apply)

anger con fusion shame
sadness happiness fear
other:

3. What type of thoughts (cognitive resposses) zo through vour mind in this
situation?

4. What physical responses would you have to this situation” (check all that
apply)

sweaty palms tunnel vision

excitement elation

anxiety THELESER

rapid breathing tensiot:
_ forehead  _ checks
___neck ___arms
_ back __ legs
_ other:

other:

5. Given your overall respanse to the sitation, what do you find to be helpful?

& What needs to be changed or improved?

Conflict Styles Key

Use the key below ta assess your personal conflict style. Bear in mind thae
each different type of situation may evoke a different conflict siyle. This
assessment may help you realize what kind of situations provoke conflict styles that
are less productive and allow you to think about alternative responses.

Every time you arswered A te guestion 1, you are using a competing conflict stvle. You
mave dircctly to meel your noeds in the situation, with less regard for the necds of athers.
This conflict style is often characterized by aggressive communication and linde listening.
{Win‘Lose}

Every fime yowr arswered B fo question || you are using a style that is accommaodating,
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You vield to the needs of the other person or group, feeling that they are more important in
the situation. Often characterized by submissive communication, accommodating conflict
stvles generally do not allow the other person to be aware of your concerns. (Lose/Win)

Every time vou arswered C fo guestion §, your are using a withdrawing conflict style
{also called avoiding). You avoid bringing up possible differences, or perhaps deny that a
conflict even exists, There is often limited communication or avoidance of contact, the
issues fester unresolved. (Lose/Lose)

Every time your angwered [} to question [, you are using a conflict style that is
campromising. You sssert vour position, but are willing to trade off possible solutions
through negotiation with the other party. Communication is assertive and respectful, though 4
limited by presenting positions, (Win Some/Lose Some)

Every time you answered E to guestion |, your are using a collaborating conflict style. -
You assert vour needs and interests clearly and specifically, while hearing and respecting
thoss of the other person. You try to consider the big pieture and maximize relationships,
as well as substantive issues, (Win/Win*)

Your other responses to the scenarios (emotional, cognitive, and physical), as
assessed in questions 2 through 6, are also related to your personal conflict style. '8
These types of responses, however, are not attributable to just one conflict style.
For example, you may experience sweaty palms or tension, no matier what conflict -
style you are using, even if vou are engaging in collaborative negotiation.
Competing in conflict may evoke happiness in one person and fear in another. You
may feel clation in a competitive situation, butf so may someone engaged in
collaboration. Being aware of these responses, many of which are our most basic -
"fight or flight" reactions, and how they relate to our overt behavior is a key
element in dealing productively with conflict.

* In this sifuation, the suicome may not necessarily be Win/Win. What is important is
the agrecment to engage in a process to try to resolve the conflict, in which underlying issues
from all partics can be explored. The Win/Win aspect is derived from the fact that each
participant’s interests or needs (rather than just positions) are discussed. That in its own
right makes no one a loser,



