
A Note of Thanks from the Editors….
and an Acknowledgment

We’re glad to say that the response to the first 

issue of Management Matters was terrific!  

Thanks to all of you who wrote and called  

with kind words and positive thoughts. We 

look forward to hearing from you again with 

suggestions and recommendations so that you 

will continue to enjoy Management Matters  

and continue to find it useful and relevant. 

We also want to acknowledge that we are a bit 

tardy with this current issue. We have learned that 

doing a newsletter takes longer than you’d think 

or like and we will now endeavor to get back on 

our quarterly track.  

Thanks again very much. We really appreciate 

your feedback and support!
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These are troubling and difficult times 
for managers. In every industry, across 
the globe, managers are being asked 

to do more with much less, keep direct reports 
motivated and performing despite instability 
and stress, and respond to the challenges 
of the future though the present may look 
somewhat grim and uncertain. In this charged 
and turbulent environment, many managers 
are losing the battle for a reasonable work-life 
balance, using whatever spare time they have 
to work on their resumes, and buying more 
lottery tickets. Though they wistfully dream  
of greener pastures, they also realize that those 
pastures are few and far between. So, what’s  
a manager to do?

If your decision is to stay where you are, then 
it is your responsibility to continue to be 
the best manager you can be, to continue to 
get the most and the best from your direct 
reports. More specifically, there are five key 
things that you can do:

1. re-energize yourself  
and your people

Make a conscious decision to be realistically 
positive and upbeat and then follow through. 
As the manager of your team, you set the tone 
every day. Be reassuring, “can-do,” and future 
focused; consistently express and demonstrate 
your commitment to achieving both current 
and long term goals. Find opportunities to 
express confidence in your people and in 

current circumstances. Don’t gush – just be 
consistent in thoughtfully expressing your 
determination to succeed and your desire 
for everyone to do so together, in spite of 
whatever obstacles you might be facing.

2. CommuniCaTe, CommuniCaTe, 
CommuniCaTe

Create opportunities to talk to your people, 
both individually and in groups. Keep them 
as informed as possible regarding your plans 
and feelings and the company’s direction 
and focus. By doing so, you will prevent the 
information vacuums that result in the harmful 
rumors and speculation that lower morale and 
reduce productivity.

3. hone your delegaTion and 
moTivaTion skills

Delegation and motivation skills are always 
keys to a manager’s success. In these difficult  
times, though, when achieving critical 
objectives must often be done with diminished 
resources, a manager must be able to 
leverage everyone’s strengths by setting clear 

How To Act Like A CEO 
Author: D. A. Benton  

Reviewer: Robert Colucci, Senior Director, 

Energy and Sustainability, Merck & Co., Inc. 

This is an excellent book that I highly 

recommend. It’s written by Debra Benton, 

an executive coach who has written several 

other bestselling books, including How To 

Think Like A CEO and Executive Charisma: 

Six Steps to Mastering the Art of Leadership. 

Her books reflect her work with hundreds 

of CEOs, from which she identifies the 

key elements of success, and conveys the 

information to you in a punchy, easy-to-read 

style.  This book is one of her most concise 

and insightful reads for busy executives.

In How To Act Like A CEO, Ms. Benton 

identifies the top 10 actions that all 

executives must perform to be successful. 

Each chapter focuses on a key principle 

(Continued on page 8)

We welcome your feedback, 
comments, and suggestions. 

please contact us at:  
mdsinc@aol.com

please visit our website:  
www.mdsinconline.com
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expectations, following up, holding people 
accountable, and recognizing and rewarding 
excellence. 

4. sTrengThen TrusT

An Ashanti (African) proverb states that “one 
falsehood spoils a thousand truths.” Especially 
in difficult times, a manager must consistently 
be as open, transparent, and truthful as 
possible. Once trust is lost, it is difficult, if not 
impossible, to be regained. As such, honesty 
is indeed the best policy; it is critical to 
sustaining the “personal power” that managers 
need to get 110% from their people.

5. keep building relaTionships

It’s all about relationships – always. In times 
of uncertainty and instability, though, it’s your 
relationships that will sustain you and keep 
you focused. No manager is an island. Your 
relationships can help you find tangible, timely 
assistance to resolve specific problems or 
provide an experienced, concerned sounding 
board to discuss ideas and approaches when 
you need it. Go to lunch or have coffee with 
people, do some productive, appropriately 
timed schmoozing whenever you can, and use 
the telephone rather than sending an e-mail 
when the personal touch will help. Building 
relationships takes time and effort but it’s 
worth it, especially now!

Albert Einstein once said that “in the middle 
of difficulty lies opportunity.” There is no 
question that managers everywhere are “in 
the middle of difficulty.” Using the five steps 
listed above will help you find the opportunity. 
We have gotten the lemons; now, let’s make 
lemonade. MM

managing in difficult Times
(Continued from page 1)

1  WhaT does iT Take To be a Truly effeCTive manager?

It takes more than one thing. Constant communication is critical but so is having a shared goal. 

You have to constructively guide your people toward achieving that goal and do touchpoints 

along the way. You need to understand that not everything works according to plan and that 

there will be blips along the road. When those blips happen, you need to remain controlled and 

adjust accordingly. Communication really is critical, though, because you have to let people 

know how what they’re doing fits in to the bigger picture. That knowledge will help people to 

stay truly engaged and will give them more pride in their work. Developing relationships with 

people is also critical. You tend to do more for people with whom you have a relationship so 

good relationships will help you get things done.

2  hoW has The CurrenT ClimaTe of unCerTainTy and insTabiliTy 
affeCTed your abiliTy To manage effeCTively?

It has been hard. Although some people think they can just go out and get another job if they 

have to, most are nervous about the company and their future. So, I try to be more visible and 

comforting and help people understand their importance. We keep planning so that there is 

something to focus on. It prevents gossiping. Left unattended, people chatter, usually about 

company matters they know nothing about. You have to help your people focus on what’s on 

their plate and how they can make a difference. You can’t totally stop the chatter but you can 

try to manage it.

3  WhaT are you doing To keep your direCT reporTs moTivaTed  
and performing aT a high level?

More than ever, I’m trying to give people stretch goals. If you give people a new challenge,  

or something different to do, it gets them focused on work rather than uncertainty and rumor. 

4  WhaT does effeCTive CommuniCaTion mean To you?

It means speaking with someone, rather than speaking to someone. Many managers like to 

speak to their people; I like to go the other way. It gets you out of the “parenting manager” 

mode. Listening is a particular challenge. Listening is undervalued and we all need to do it 

more. Listening is easy if it involves someone you like and respect. As managers, though,  

we have to listen to everyone.

5  WhaT do you Think are The keys To delegaTing Work  
effeCTively?

Delegation is a process. You have to think about who the right person is for the work and  

who has the time and opportunity to do it. You have to leverage people’s strengths and  

also look for development opportunities for them. As a manager, you have an obligation to 

provide opportunities for people to develop their competencies. It would be easier to just  

give the work to the same people who you know will get the job done; ultimately, though,  

that is counter-productive. Sometimes, you do have to do that but you really have to use  

the delegation process to develop your people. And giving people credit for a job well done  

is part of that process.

 An Interview with...
Lori Granowitz

vieWpoinT
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6  WhaT do you Think are The keys To managing ConfliCT  
effeCTively?

Managing conflict is not easy, especially when you’re managing people with divergent views.  

I try to avoid the “I win, you lose” scenario. If I’m trying to resolve a conflict with someone,  

I look for a solution that satisfies both of our needs. I’ll try to have a conversation in a safe,  

comfortable place and explain that our relationship extends beyond any one decision.  

I emphasize the importance of our working together and that, in all likelihood, in a week from 

now, we’ll be on the same side of an issue. You’re not always right and you’re not always  

wrong so you have to take the high road. You can win the battle but lose the war.

7  WhaT are The CharaCTerisTiCs of an effeCTive leader?

You have to have an exciting vision and if you believe in it, you have to stand up and do it.  

You have to get your people to see themselves helping to achieve that vision. People want  

a goal that they can achieve. You have to talk about that vision and how it benefits everyone. 

Everyone has to be on the same page. You have to speak well and be inspirational. You have  

to be transparent. If you don’t know something, say so. You have to be genuine. If you screw 

up, say that you screwed up. Do what you say you’re going to do and don’t be afraid to make  

a decision. Give people credit when it’s due and give people a sense of protection. 

8  are There any parTiCular keys To being an effeCTive leader  
in Today’s environmenT?

Trust and credibility and they are both connected. If I say something, I have to know that you 

trust me. If you tell me something, I have to know that I can trust you. People need to believe 

what you say and believe in the vision you have, especially when the world around them may  

be changing. Trust is really critical now and it’s hard to regain trust after it’s lost.

9  if you had a sign on your desk To remind you abouT WhaT iT 
Takes To be an effeCTive manager, WhaT Would The sign say?

As corny as this may sound, the sign would say, “Say it with a smile.” I walk around in a  

good mood and I always try to appear happy and approachable, even in difficult times when  

the news may not be positive. If I do that, people will listen better and have more meaningful  

conversations and be more transparent and genuine. MM

“ Effective executives put their best 
people on opportunities, rather  
than on problems.”

– Peter Drucker

“ People may forget what you said; 
they may even forget what you did; 
but rarely, if ever, will they forget 
how you made them feel.”

– Grossman and Parkinson  

from Becoming A Successful Manager

“ The secret of successful managing 
is to keep the five guys who hate 
you away from the five guys who 
haven’t made up their minds.”

– Casey Stengel 

(former baseball manager)

“ We cannot always oblige, but we 
can always speak obligingly.”

– Voltaire

“ Leadership is the process of inspir-
ing individuals to give of their  
best to achieve a desired result. It  
is about getting people to move in 
the right direction, gaining their  
commitment, and motivating them 
to achieve their goals.”

– Michael Armstrong  

from How To Be An Even Better Manager

“Think and plan – plan and think.”
– an old stickball player from Brooklyn

quotes worth
quoting

“ It takes more than one thing. 
Constant communication  
is critical but so is having  
a shared goal. You have to 
constructively guide your  
people toward achieving  
that goal and do touchpoints 
along the way.”

Lori Granowitz is a senior manager in a major global financial services company. She has spent more than 
twenty years in the financial services industry, with experience in Fund Administration, Marketing, Product 
Management, and Service.  She has a BS in Economics and Mathematics from SUNY Binghamton and an 
MBA in Finance from the Fordham Graduate School of Business.
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solution #1:
Since there is a history of complaints 
and a previous informal discussion with 
Robert, the situation now requires a formal 
communication with him. There are a few 
preparatory things I will do first. I will 
thoroughly review the company policy 
and guidance documents on workplace 
harassment to ensure I am well-versed on 
the details. I will then speak with Human 
Resources to obtain additional information 
and advice on appropriately addressing 
this situation. I will then carefully write 
out exactly what I intend to say to Robert. 
The last thing I will do before formally 
speaking with Robert is to inform my direct 
supervisor of the pending discussions. I 
will inform her of the history of the issue, 
show her a copy of my notes from the prior 
informal discussion with Robert, and then 
brief her on the preparatory measures I’ve 
taken and the message I intend to deliver 
to Robert. I will schedule and conduct 
a formal discussion with Robert. It is 
imperative that he clearly understand the 
company requirements and policy, the 
complaints lodged against him, and the 
definition of harassment as seen by the 
company versus his actions and subsequent 

complaints. I will clearly articulate the 
seriousness of this issue, and that this is a 
formal feedback meeting that will be filed 
with HR. I will discuss the mandatory need 
to change his behaviors, and will offer 
resources to help him change them. I will 
reinforce his good technical capabilities, but 
emphasize that they cannot be a mitigating 
measure for violations of the company 
harassment policy. I am hoping that I will 
get consensus and agreement back from 
him. I will inform him that the future is 
up to him. My next steps, and his future 
with the company, will be dictated by his 
reaction and response to this meeting and 
his future actions in the Department. I will 
file the feedback documentation with HR 
and my immediate supervisor.  

Robert Cavett 
Senior Environmental Engineer 
West Point Safety and Environmental Management, 
Merck & Co., Inc. 
West Point, Pennsylvania 

solution #2:
I would focus on the problem and remain 
professional. The fact that Robert is 
spending business hours socializing is 
affecting productivity and the atmosphere 
of the work setting. I would take time to 
observe for myself how Robert is spending 
his time during his work day. I would set a 
time to meet with him in my office. 

In our meeting, I would be direct and say 
that I have observed him on a number of 
occasions interrupting other employees 
to socialize. I would include the topic of 
his conversations to be specific. While 
discussing the problem, I would say that the 
time he spends socializing takes away from 
his productivity as well as the productivity 
of the other team members. 

I would ask Robert what he thinks about 
what I have just reviewed. I would listen 
and give him time to talk. I would ask 
him for recommendations on resolving 
this problem. I would work together with 
Robert to develop a plan to resolve this 
problem while focusing on improving 
productivity and effective communication.  

Heather Belott RN, BSN, CCRN, Telemetry Manager,  
Grand View Hospital, Sellersville, Pennsylvania 

y ou have recently received complaints from two female administrative assistants in 

the department you manage that one of your direct reports, Robert, has “flirted” 

with them on several occasions. According to the two women, Robert has gone 

out of his way to stop at their desks “a few times a week” and chat. While he has not said 

or done anything really wrong, he has definitely become an “annoyance.” He has allegedly 

told the two women how much he likes to “party” and that he “really knows how to have 

a good time.” Further, you are aware that Robert often allegedly brags to his colleagues 

during business hours about his outside social activities. Robert has only a fair employment 

record but he does have a particular technical expertise that is unique and very important 

to the company. This is the third similar complaint you have gotten about Robert and a 

past informal conversation about his behavior became very tense and he talked about 

“proof” and “a lawsuit.”  You are concerned both about the situation and about the fact 

that neither your boss nor your company likes people problems or publicity.

WHAT WOuLD yOu DO AnD HOW WOuLD yOu DO IT? 
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MM

solution #3:
I would first talk to the admins that  
complained and get the facts. I would  
specifically ask them if they told Robert that 
they were busy and he was interrupting or 
bothering them. Then I would schedule a 
closed door meeting with Robert.  

I would start the meeting by saying “Robert, 
I value your contributions and your technical 
expertise. However, I have had several 
complaints about you being disruptive to 
co-workers. I don’t want any negativity to 
overshadow your positive attributes, so  
I would like to head this off.”  

I would describe the complaints and ask if 
they were accurate. I would then listen to his 
explanation. I would then say, “From their 
perspective, it is a different story. And since 
they are the ones complaining, you need to 
evaluate your actions from their perspective. 
I’m advising you to err on the conservative 
side, so all interactions should be strictly 
professional from now on. No ‘water-cooler 
talk’ with them. I would recommend that  
as a general rule with all of your co-workers.  
If there are any additional complaints, I will  
be forced to give you a written warning, and  
I think we both want to avoid that. I think  
you can make these adjustments and we won’t 
have to discuss this anymore, do you agree? 
Do you have any additional comments? If you 
think of anything, let me know.”

Rodney McKenna 
Manager of Project Delivery, Workplace  
and Site Operations, Johnson & Johnson 
Spring House, Pennsylvania

A Perspective on Managing Conflict
By Ed O’Connor

In the project management courses that I have taught for more than thirteen years, I stress 
that for any project manager to be successful, knowing how to manage conflict is essential. 
An effective project manager possesses not only good technical skills but also good people 
skills. Project failure has little to do with how well the project team did in developing the 
project schedule. Rather, project failure most often occurs because of poor communication 
and/or dysfunctional teams. 

Blake and Mouton, primarily known for developing the “Managerial Grid,” have identified 
and described five basic approaches for handling conflicts. These are: Confrontation, 
Compromise, Smoothing, Forcing, and Withdrawal. 

The least desirable approach is withdrawal, i.e., avoiding or retreating from the conflict 
and letting the parties involved work out the conflict on their own. Compromise involves 
finding some middle ground that seems to satisfy each party. Confrontation focuses on 
identifying and confronting the problem at hand and seeking out solutions that allow 
the specific parties to work through their disagreements. Smoothing de-emphasizes the 
differences between points of view and focuses on common ground. Forcing requires one  
of the parties to yield to the other’s point of view; it is often called the “win-lose” approach.

Of course, the actual approach that a manager would use would depend largely on the 
situation, the individuals involved, the source of the conflict, and the potential consequences 
associated with each side of the conflict. Knowing which approach to use is an important 
credential of any successful manager. MM

Ed O’Connor has been a Project Management Professional (PMP) since 1994. He has managed many  
global projects and has developed and taught project management courses for the past ten years. 

manager’s CommenTary
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The CommuniCaTions Corner

By Ilana Eden Esposito

e-mail: form in addition to substance
The last “Communications Corner” addressed the development of effective e-mail 

content. However, each day, I see examples of how the aesthetic aspects of e-mail 

can have an unintended impact.  A recent experience of mine highlights these potential 

pitfalls well.

I was corresponding via e-mail with a long-time colleague – who is also a very close 

friend – about a communication template that she had asked me to develop. Once  

we agreed on the general content, she asked about my estimated completion date.  

In my response, I stated that I would try to have it for her on Monday since I would be 

out of the office on Tuesday for a very important appointment. Since the latter point 

was personal and I certainly did not want to elaborate in a work message, I used  

ALL CAPITALS to emphasize its significance, assuming that she would understand.  

Her reply was “Don’t yell at me…I don’t even remember what I had for breakfast!”

I was taken completely aback by her interpretation, which was based solely on the  

aesthetic presentation of the information. My choice to capitalize my words made her  

think that I was rebuking her.  While I had meant to convey excitement, she perceived  

frustration. It was a simple mix-up that was easily resolved but it reminded me that 

if someone who knew me so well could misunderstand my intent so easily, then 

information presented visually in e-mail in certain ways could result in much more 

damaging consequences for other relationships.

The two-dimensional nature of e-mail makes a message’s appearance just as important  

as its content. In addition to refraining from capitalization unless absolutely necessary,  

one should also follow these helpful tips for maximizing e-mail efficacy:

•  Create brief and relevant Subject lines. Concise, germane Subjects will both help 

the recipients anticipate the content and enable them to easily find the message in 

the future. Furthermore, if the subject matter evolves over the course of an e-mail 

exchange, update the Subject before responding.

•  Use the “To” and “CC” lines with care and discretion. People who are copied on an 

e-mail message often do not give that message significant attention. So, include the 

people to whom the information is most relevant in the “To” line, reserving the “CC” 

line for FYIs. As things change through an e-mail exchange, move names between  

the lines or remove them as appropriate.  Similarly, it may not always be necessary – 

or desirable to some recipients – to “Reply to All.”

•  Do not use the “high importance” red exclamation point indicator in Outlook 

unless the information in the e-mail is truly time-sensitive and critical. Recipients 

will usually prioritize the high importance messages and will not appreciate dropping 

other work to attend to an item that can actually wait.

These steps may seem simple and intuitive but, as I learned, they are also easy to 

overlook or forget.  In the end, staying vigilant about how our e-mail messages look  

is almost as important as the content itself for ensuring effective communication. MM

Ilana Eden Esposito is an experienced communications professional for a major financial institution.

The lighter side  
of management
The Promotion
Tom was really excited about his promotion  

to Vice-President of the company he worked for 

and kept bragging about it to his wife for weeks 

on end. Finally, she couldn’t take it any longer, 

and told him, “Listen, it means nothing. They  

even have a Vice-President of peas at the 

supermarket.” 

“Really?” he asked.  

not sure if this was  

true or not, Tom called  

the supermarket.

A clerk answered  

and Tom asked, “Can  

I please speak to the 

Vice-President of peas?”

The clerk replied, 

“Canned or frozen?”

The Raise Request
Employee: “I have been here for eleven years 

doing three people’s work for one person’s pay. 

now, I want a raise!”

Boss: “Well, I can’t give you a raise, but if you tell 

me who the other two people are, I’ll fire them.”

The Job Interview
Reaching the end of a job interview, the Human 

Resources person asked a young engineer fresh 

out of MIT, “And what starting salary were you 

looking for?”

The young engineer replied, “In the neighborhood 

of $200,000 a year, depending on the benefits 

package.”

The interviewer said, “Well, what would you say 

to a package that included five weeks of vacation, 

fourteen paid holidays, full medical and dental 

coverage, a company-matching retirement fund  

to fifty percent of salary, and a company car 

leased every two years for you, say, a Lexus?”

The engineer sat up straight and said, “Wow!  

Are you kidding?”

And the interviewer replied, “Yeah, but you  

started it!”. MM



7

delegation
The survey research topic in this issue is delegation. Once again, the survey consists  

of five statements with a “Strongly Agree” – “Strongly Disagree” response continuum with  

a “no Opinion” option. There is also one open-ended item. The survey items are as follows:

 1. I have difficulty delegating work.

 2. I think I don’t delegate enough.

 3.  When I delegate work, I usually take the time to fully explain and discuss  

the assignment.

 4.  In delegating work, objectives, time frames, and responsibilities are  

cooperatively established.

 5. I follow up on delegated work without “looking over someone’s shoulder.”

 6. I have been successful in delegating by                                                                    

Taking The pulse

If you would like to participate in the survey, please visit our website at  

www.mdsinconline.com and click on the Survey link.

Conflict management: The survey results
In the last issue, the “Taking the Pulse” survey focused on conflict management.  

Our twenty-four participants provided the following results: 

(Key: SA = Strongly Agree; A = Agree; D = Disagree; SD = Strongly Disagree; NO = No Opinion)

I have to manage or mediate conflict at least twice a month. 

SA = 45.8% A = 33.3% D = 16.7% SD =  4.2% nO = 0%

I have difficulty dealing with conflict. 

SA = 0% A = 33.3% D = 54.2% SD =  12.5% nO = 0%

I leave conflict alone, hoping it will take care of itself. 

SA = 0% A = 16.7% D = 50% SD =  33.3% nO = 0%

I try to anticipate potential conflict as often as possible. 

SA = 20.8% A = 62.5% D = 12.5% SD =  4.2% nO = 0%

In dealing with conflict, I focus on defining and resolving issues, rather than placing blame. 

SA = 41.7% A = 50% D = 4.2% SD =  4.2% nO = 0%

In resolving conflict, showing emotion is counter-productive. 

SA = 12.5% A = 45.8% D = 37.5% SD =  4.2% nO = 0%

I have been successful in resolving conflict by: 

The responses to this open-ended item are reflected in one particular answer: 

“When discussing the conflict with the people involved, focus on the behavior that is causing 

the problem. Do not accuse or attach labels to people...Describe how the behavior is affecting 

you or how it is affecting the organization. Tell them the result that you want to see and ask for 

suggestions. Control your emotions and, most importantly, listen to what they say. Follow up 

and make sure that the conflict is resolved.”

Many responses talked about the importance of “active listening” while others focused on  

being proactive and “remaining calm.” All of the responses to the survey can be found  

on the MDS website: mdsinconline.com.

How To Manage Conflict
Author: Peg Pickering

Most managers, indeed most people, don’t like 
conflict and don’t relish the thought of dealing 
with it. This short but compelling book makes 
it easier to understand conflict and deal with 
it successfully. The first chapter alone defines 
the fundamentals of conflict and goes on to 
explain some common and important mis-
conceptions of conflict. Simply reading that 
first chapter will give any manager more con-
fidence in dealing with conflict. Subsequent 
chapters focus on stages of conflict, conflict 
management styles, the importance of com-
munication in dealing with conflict, and the 
emotional aspects of conflict. Each chapter 
ends with a “Reflections” section that offers 
things you can do and think about that will 
help you to apply the book’s concepts and 
principles. The final chapter offers “a part-
ing philosophy” and “points to ponder” that 
you can use every day on the job and in your 
personal life too. The book is concise and 
well-written and an excellent and important 
addition to any manager’s bookshelf.  MM

reCommended 
reading   
from The ediTor
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The MANAGEMENT MATTERS meThod

such as: “be yourself,” “see around corners,” 

“make dust or eat dust,” and “keep good 

company.” nuggets of valuable advice shine 

throughout: sharing the vision, becoming 

the Chief Listening Officer, and how to 

give credit and praise. Along the way, she 

includes her own assessment of how those 

success secrets work, and key quotes from 

CEOs on everything from integrity to the  

CEO as the number one salesperson for  

the company.

One of the most memorable 

recommendations focuses on the 

performance element of the executive’s  

job – to set the tone for the organization.  

One chapter describes how to act like a  

CEO, even when you don’t feel like it.  

“A good CEO is a leader, and as a leader, 

you are always on. You are in front and 

people see you…You have to look and 

act like a leader all of the time…that takes 

mental strength, self-discipline, professional 

substance, self-confidence, self-esteem,  

and theatrics.  Leadership is both inside  

and outside stuff.”

Many business books provide good 

recommendations on what to do, but  

How To Act Like A CEO provides a rare, 

insider’s look at how to conduct yourself  

to get the right things done. This book  

is a must-read for all aspiring executives. MM

A practical, common sense approach to achieving success in:

managing ConfliCT
The “To do” lisT

  Remember that conflict occurs naturally in organizations.

  Try to anticipate where conflict may occur – preempt to prevent.

  Be proactive in trying to resolve conflict (don’t procrastinate).

  Focus on resolving issues, not placing blame.

   Define the problems/issues/causes and express your sincere intention to  

find a win-win solution.

   use your communication skills effectively – be an active listener: paraphrase,  

summarize, and ask questions; be aware of non-verbal cues; use your voice  

as a tool, etc.

   use “I” statements rather than “you” statements. “You” statements put people  

on the defensive. For example:

 — “I disagree” rather than “You are wrong.”

 — “I need you to be on time” rather than “You’re always late.”

 — “I didn’t know” rather than “You didn’t tell me.”

  Be firm, but flexible – be assertive, but not aggressive.

   Be constructive and positive – maintain a positive attitude, occasionally  

reiterating your confidence that a solution can be found.

   Be descriptive, not judgmental – use facts and examples, not insults or  

put-downs; stay focused on the issues and don’t get sidetracked.

   Stay in touch; do what is necessary and reasonable to prevent future conflicts.

key Things To remember abouT managing ConfliCT:

   If you want to change someone’s behavior, you have to deal with it.

   Conflict in your organization, is not necessarily indicative of poor management.

   With patience, perseverance, a positive attitude, and a realistic perspective,  

conflict can be managed effectively.
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a final ThoughT

“ Contrary to popular belief, conflict is not always a bad thing.  
In fact, properly handled conflict can provide numerous benefits  
to both the individuals involved and their organizations.”

– from How To Manage Conflict by Peg Pickering
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