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Conflict: 

Conflict simply means serious disagreement and argument on some topic between opposing opinions. Conflict is processes that begin when individuals or groups perceived that other has taken or will soon take actions incompatible with their own major interests. Conflicts involve awareness of opposing interests, the thoughts and emotions of all involved parties, their strategies and intentions and their overt (obvious) actions. Conflict means disagreement, angry, face to face, misunderstanding etc.
Conflict arises whenever individuals have different values, opinions, needs and interests. Conflict is defined as a clash between individuals arising out of a difference in thought process, attitudes, understanding, interests, requirements and even sometimes perceptions. Conflict can be considered as an expression of hostility, negative attitudes, aggression (attack) and misunderstanding.

It refers to any situation in which there are in compatible (well-suited) goals, cognitions (come to know) or emotions within or between individuals or groups that lead to opposition. It may emerge between individuals, different countries, political parties, within organizations, between organizations etc. Misunderstandings as well as ego clashes also lead to conflicts. 

Joe Kelly- “Conflict is defined as opposition or dispute between persons, groups or ideas.” 

Follett- “Conflict is the appearance of difference, difference of opinions, of interests.”  

Universality of Conflict: 

Conflict is a natural and necessary part of our lives. Whether at home with our families, at work with colleagues or in negotiations between governments, conflict pervades (enter into) our relationships. The paradox (inconsistency) of conflict is that it is both the force that can tear relationships apart and the force that binds them together. This dual nature of conflict makes it an important concept to study and understand.

Conflict is an inevitable (unavoidable) and necessary (characteristic) of domestic and international relations. Particular skills and techniques required to tackle the issues in a constructive fashion. Conflict can be managed negatively through avoidance at one extreme and the use or threat of force at the other. Alternatively, conflict can be managed positively through negotiation, joint problem solving and consensus building. These options help build and sustain constructive bi- and multi-lateral relations.

Good conflict management is both a science and an art. We have all learned responses to confrontation (disagreement), threats, anger and unfair treatment. Some of our learned responses are constructive, but others can escalate (rise) conflict and raise the level of danger. How we choose to handle a confrontation is largely based upon our past experience in dealing with conflict and our confidence in addressing it. One can start to change destructive responses to conflict by learning to assess the total impact of negative responses and acquiring confidence in using the tools and techniques of professional peacemakers.

Constructive conflict management is as much a science as an art. It is based on a substantial body of theory, skills and techniques developed from decades of experience in international peacekeeping, peacemaking and peace building. Acquiring a better understanding of the conceptual tools and skills professional conflict managers’ use can help us gain confidence in addressing conflict in a manner which resolves the issues and maintains or even strengthens relationships. While we may not all go on to become professional peacemakers, these skills and knowledge can help us in any social setting. These tools can help both Prochesta and DHRC for example; address disputes more quickly and effectively, preventing them from growing into domestic or international crises.
Conflict is not always destructive. We all know how destructive conflict can be. Whether from personal experience or media accounts, we can all note examples of the negative aspects of conflict. On the other hand, conflict can have a positive side, one that builds relationships; creates coalitions; fosters communication; strengthens institutions; and creates new ideas, rules and laws. These are the functions of conflict. Our understanding of how conflict can benefit us is an important part of the foundation of constructive conflict management.
Functions of conflict 

What positive things have happened as a result of conflict? Here are some of the positive aspects noted by Coser (1956):
· Conflict helps establish our identity and independence. Conflicts, especially at earlier stages of our life, help us assert (declare) our personal identity as separate from the aspirations, beliefs and behaviors of those around us.
· Conflict demonstrates the closeness and importance of relationships. Intimate (dear) relationships require us to express opposing feelings such as love and anger. The coexistence of these emotions in a relationship creates sharpness when conflicts arise. While the intensity of emotions can threaten the relationship, if they are dealt with constructively, they also help us measure the depth and importance of the relationship.
· Conflict can build new relationships. At times, conflict brings together people who did not have a previous relationship. During the process of conflict and its resolution, these parties may find out that they have common interests and then work to maintain an ongoing relationship.
· Conflict can create coalitions. Similar to building relationships, sometimes adversaries (opposition) come together to build coalitions to achieve common goals or fend (defend) off a common threat. During the conflict, previous antagonism (aggression) is suppressed (covered up) to work toward these greater goals.
· Conflict serves as a safety-valve mechanism which helps to sustain relationships. Relationships which repress disagreement or conflict grow rigid over time, making them brittle (weak). Exchanges of conflict, at times through the assistance of a third party, allow people to vent (voice) pent (tied)-up hostility (aggression) and reduce tension in a relationship.
· Conflict helps parties assess each other’s power and can work to redistribute power in a system of conflict. Because there are few ways to truly measure the power of the other party, conflicts sometimes arise to allow parties to assess one another's strength. In cases where there is an imbalance of power, a party may seek ways to increase its internal power. This process can often change the nature of power within the conflict system.
· Conflict establishes and maintains group identities. Groups in conflict tend to create clearer boundaries which help members determine who is part of the “in-group” and who is part of the “outgroup”. In this way, conflict can help individuals understand how they are part of a certain group and mobilize them to take action to defend the group’s interests.
· Conflicts enhance group cohesion through issue and belief clarification. When a group is threatened, its members pull together in solidarity. As they clarify issues and beliefs, renegades (left from group/religion) and dissenters (not obeying order) are weeded (pull out) out of the group, creating a more sharply defined ideology on which all members agree.

· Conflict creates or modifies rules, norms, laws and institutions. It is through the raising of issues that rules, norms, laws and institutions are changed or created. Problems or frustrations left unexpressed result in the maintaining of the status quo.
Causes of disputes and conflicts: 
Part of developing an effective intervention strategy is to know the general categories of causes of conflict. One model identifies five sources of conflict:

· Data or information conflict involves lack of information and misinformation, as well as differing views on what data are relevant, the interpretation of that data and how the assessment is performed.
· Relationship conflict results from strong emotions, stereotypes, miscommunication and repetitive negative behavior. It is this type of conflict which often provides fuel for disputes and can promote destructive conflict even when the conditions to resolve the other sources of conflict can be met.
· Value conflict arises over ideological differences or differing standards on evaluation of ideas or behaviors. The actual or perceived differences in values do not necessarily lead to conflict. It is only when values are imposed on groups, or groups are prevented from upholding their value systems, that conflict arises.
· Structural conflict is caused by unequal or unfair distributions of power and resources. Time constraints, destructive patterns of interaction and non-conducive geographical or environmental factors contribute to structural conflict.
· Interest conflict involves actual or perceived competition over interests, such as resources, the way a dispute is to be resolved, or perceptions of trust and fairness.
· Causes of conflict in an organization are:
· Limitations of resources
· Different cultural or religious believes

· Tendency to free from supervision

· Communication problems resulting Misunderstanding

· Outsiders’ influence

· Misinformation/wrong message

· Lack of role clarification 
· Conflict can emerge when it is unclear who is responsible for what task or what part of a project 

· Poor processes

· Lack of performance standards

· Unreasonable time constraints

· Attitude and behavior problem

· Not taking accountability of job

· Dominating nature

· Poor management
· Improper working environment

· Unclarified job roles
· Wrong placement of Human Resources
· Differences in personality and negative attitude 
Types of Conflict:
a. Intrapersonal Conflict

Intrapersonal Conflict, which occurs within an individual, often involves some form of goal conflict or cognitive conflict. Conflict arises from a person’s own psychology. The cause of such conflict is frustration. Generally, it is faced by employees when they want to go for new opportunities. This has to do with individuals having to make choices between wrong and right or even with overcoming emotions or mixed feelings.  

b. Interpersonal Conflict

Interpersonal conflict is an external conflict due to differences in goals, value, and styles or disagreement between two or more people. The main cause of such conflict is due to competition, position and wealth. It often arises due to personal clashes. Positive ego will be beneficial for the organization as well as the employees. Two managers competing for the same promotion.

c. Intragroup Conflict

Intragroup conflict is conflict within a group or team, where members conflict over goals or procedures. For instance, a board of directors may want to take a risk to launch a set of products on behalf of their organization, in spite of dissenting opinions among several members. Intragroup conflict takes place among them as they argue the pros and cons of taking such a risk. Intra group conflict refers to disputes among some or all of a group’s members, which often affect the group’s performance. 
      d. Intergroup Conflict
Intergroup conflict is when conflict between groups inside and outside an organization disagreement on various issues. Conflict can also arise between two groups within the same organization, and that also would be considered intergroup conflict. Inter group conflict, refers to the conflict between groups, departments between groups is frequent and highly visible. The success of the organization as a whole depends upon the hormonal relations among all interdependent groups, even though some intergroup conflicts in organizations is inevitable. The idea is to study intergroup behavior within an organization so that any conflict can be recognized and dealt with by the management. 

e. Intra Organizational Conflict

It is the conflict which arises with in various levels and departments of within the same organization. 

f. Inter Organizational Conflict 

Inter organizational interaction results in conflict among different organizations. However, it is not necessary that such interaction may result in conflict. 

The most common conflict occurred in organization 

· Lockouts

· Strikes

· Issues related with performance appraisals

· Resistance to change 

· Conflicts related with emotions

· Conflicts due to frustrations

Conflict Management

Conflict Management is the process of avoiding the conflict. However, avoiding the conflict may not be possible in all cases. Friendly competition will be beneficial for the organization to achieve the targeted goals and objectives whereas unfriendly competition leads to conflict that may affect the organizational performance. Conflicts are avoided by organizations by promoting teamwork and cooperation.  Teamwork can only be possible through a shared vision, empowerment with stake in decision making, transparency in information, etc. Collective bargaining, negotiation, mediation and arbitration are the most useful examples of conflict resolution in organizations.

Conflict Management refers to techniques, principles and ideas designed to reduce the negative effects of conflict and enhance the positive outcomes. 

Importance of Conflict Management
· Facilitates employees to concentrate on their work.

· Strengthens bonds amongst employees.

· Motivates the employees to reach the expectations and contribute to the organization in the best possible ways.

· There is a saying- Prevention is better than cure.

Conflict Management Strategies

Avoidance: Avoidance involves walking away, sidestep and ignoring the conflict hoping it will resolve itself. The problem might even worsen if it\s left unaddressed. Avoiding might leads to low productivity. Sometime this might be the best strategy if the issues are not concern to the particular person of organization. 
Competition: Some people take conflict as a chance to win so, they will not be compromising, collaborating or avoiding the conflict. Compromise allows someone with this mindset to win. In this case the person compete each other and there is the situation of win and lose situation  and one is in the position of winner and other is losing, hence this might not be the appropriate conflict management as the person losing will be seeking next attempt to win, there will be continuation of the conflict. 

Accommodation: Accommodating people can be encouraged to state their needs during conflict management. Using the strategy of "accommodating" to resolve conflict essentially involves taking steps to satisfy the other party's concerns or demands at the expense of your own needs or desires.  In this case the person who tries to accommodate is in the position of losing and other is losing, hence this might not be the appropriate conflict management as the person losing will be seeking next attempt to win, there will be continuation of the conflict. 
Here the person who accommodate is in the position of lose, admitting lose always make a person satisfied, there is again a situation of win and lose resulting short time conflict management but there will be a continuation of conflict.
Compromise: It aims to settle on a solution as everyone makes a sacrifice. It involves finding an acceptable resolution that will partly, but not entirely, satisfy the concerns of all parties involved. In this strategy as well there is win and lose situation and hence compromise a also not really a good strategy for the conflict management for a long term. 
Collaboration: Collaboration is the only an appropriate conflict management that result a long tern solution without breaking the personal relation.  It involves finding a solution that entirely satisfies all involved parties through discussion. This strategy help both parties in the win win position. 
Conflict Analysis 

Conflict analysis is the process of looking critically at a particular conflict to understand the causes, context, participants, stakeholders and other aspects of the conflict. Too often, people attempt to intervene in a conflict before understanding it, with less than positive results. A thorough conflict analysis provides a basis for determining interventions that will have increased possibilities of success.

The following questions and dilemmas are ones that are useful to consider in a conflict analysis process.

1. Who are the parties relevant to the conflict situation?

2. What are the positions of each party in the conflict?

3. What are the needs and interests of each party? [In other words, what are they saying without saying? What lies beyond the spoken word?]

4. What is the relative power, status and resources of each part in the conflict?

5. What are the processes they are using to pursue their interest in conflict with other?

6. Within what framework, structure or system is the conflict taking place?

7. How are decisions made and conflict resolved/transformed in the situation?

8. What external factors impact the conflict?

9. What outcome does each party expect?

10. What are the possible changes as the result of the resolution/transformation of the conflict at following levels?

a) Personal,
b) Relational,
c) Structural/systems,
d) culture/traditions, and
e) Spiritual.

Tools for conflict analysis:

Peace building practitioners have developed a number of tools that assist in analyzing conflicts. One of the most useful is conflict mapping, which visually depicts the people, issues and relationships in a conflict. A conflict map can be used to:

-Identify all stakeholders;

-Assess stakeholders’ relationships;

-Assess power dynamics;

-Identify and assess alliances;

-Identify and carefully evaluate some possible entry points for investigation or intervention;

-Assess intervener relationships with stakeholders;

-Assess your own position (clear about own position a. vision b. objectives c. values d. communication) regarding issues and actors;

To the right is an example of how to develop a conflict map for a conflict. It is often helpful to begin with the major parties, and the major issues, and then add in other parties, issues, and relationships. Note: “Party” can refer to individuals or groups. 

Notes for Mediators: 

1. Rapport: Building rapport with both parties is the primary goal here. Grasping facts and chronology is important but secondary.

2. Paraphrasing: This is a powerful tool for building rapport with many, but not all people.

3. Questions: Be careful with questions since they impose your agenda on the speaker (leading), rather than allowing the speaker's experience to structure interaction (pacing). Wait if you can. If you must ask questions, phrase them as open questions, not closed questions.

4. Interruptions: Be firm with parties about not interrupting the speaker. Respond to the first few and ignore later ones, not the reverse. Give them paper and pencil to make notes if they feel a need to respond to a specific point.

5. Barbed comments:

a. Be prepared to say to someone listening to an angry account from an opponent: “Karim, I know you have a different perspective and I want to hear your view as well in a few minutes.” Offered as an occasional aside to listening parties, such a comment by mediators can help them to keep growing anger under control.

b. Launder with neutral paraphrase, e.g., launder “she's lying” into “you see things differently”.

c. Ask for specific examples; e.g., If party says “he's incompetent and totally irresponsible,” mediator says “please give us a specific example of what you have in mind.”

6. Writing up the issues:

. It is preferable to have one common list.

. Condense issues if possible.

. Wait until both parties have had their input before putting up a visual list.

. Frame issues carefully to ensure that they are acceptable to all parties.
Some Typical Problem-Solving Sequences
	Some Typical Problem-Solving Sequences

Classic problem solving

1. Define the problem.

2. Generate as many options as possible for resolution

3. Evaluate the options

4. Pick the best.

5. Develop implementation plan
	Principles first

1. Identify the problems each is facing

2. Agree on the principles each side could

support

3. Work on the specific implementation

of the principles in the problem areas

4. Devise a clear implementation plan



	Future first

1. Define the present state - describe as specifically as possible what is happening now

2. Develop a desired future state - describe the kind of situation or relationship you would like to exist

3. Create a list of possible strategies to reach the future state

4. Analyze the responses

5. Select the best response

6. Specify steps to implement
	Joint education/problem definition

1. Identify in broad terms the issues needing resolution

2. Joint education and data gathering concerning the issues

3. Develop problem statements – for each issue create several problem statements that describe nonjudgmental and specifically the problems that need to be addressed in resolving the issue or describe the needs that motivate each party concerning each issue

4. Identify options to resolve

5. Develop recommendations


Tips for Negotiation/conflict Resolution

1. Keep calm 

2. Use I statements
3. Forget past and look future 

4. Show willingness to compromise or collaborate
5. Don't talk behind people's backs and take anything personally
6. Don't point fingers
7. Let the person explain themselves, and actively listen
8. Don’t try to explore so many options together 

9. Yes, but… (Start the sentence in this way)
10. Try to receive positively and start
11. Focus on the conflict at hand and not past ones
12. Ask question and seek clarification
13. Pay close attention to nonverbal communication
14. Prioritize resolving the conflict over being right
15. Know when to apologize and forgive
16. Use humor, when appropriate
17. Take break and give up monotonous

18. Remember the importance of the relationship
19. Solve the problems
20. Take activities combined

Conflict Mitigation Guideline


