Managing Conflict and Negotiating 
Wherever choices exist, there is potential for disagreement. No matter what we major in, no matter where our career path takes us, inevitably, we all encounter conflict in some form. In today's highly competitive society, for an organization to be truly successful, it is imperative that the organization's leadership understands conflict and deals with it in the best way possible. Management's ability to recognize and accept divergence and their ability to employ various methods to resolve conflicts to produce positive results can make or break an organization. The more management understands and accepts this fact and manages conflict to benefit the company as a whole, the greater the chance of the organization's success. While the term conflict has many negative connotations, the resultant outcome can be beneficial to the organization. Conflict, when handled properly, can result in richer, more effective, creative solutions and interaction. 
The formal definition of "conflict" refers to an ongoing state of hostility between two or more groups of people. The American Heritage College dictionary defines conflict as "a state of disharmony between incompatible or antithetical persons, ideas, or interest; a clash." A modern view of conflict is defined as a follows: "conflict is a process in which one party perceives that its interest are being opposed or negatively affected by another party." The use of the word perceived in the second definition is a reminder that the source of a conflict can be real or imagined. Conflict can also mean that there is a difference in opinion or agreement between two parties or groups who are trying to achieve the same goal, causing one of the parties to feel that his or her efforts to achieve the goal is being hindered or challenged by the other party. When disagreement is poorly dealt with, the outcome can be contention, creating a sense of psychological distance between people, such as feelings of dislike, bitter antagonism, competition, alienation, and disregard. 
The three most common forms of conflict are: personality, cross-cultural, and intergroup. Personality conflict is defined as an interpersonal opposition driven by personal dislike or disagreement . When two or more individuals are forced to spend time together in the same space for at least eight hours per day, conflict will inevitably arise. Deadlines, the expectation of instant communication, information overload, downsizing, corporate mergers and other burdens which workers must deal with can exacerbate various issues, some of which appearing extremely minor or even petty at first glance. With these additional stressors, minor concerns can quickly balloon into major irritations, especially as the trend towards open office spaces can force employees to deal with one another's quirks. Open offices allow no place to which one can escape the onion loaf in the microwave or the whistling at the next desk . Many of the more minor issues can be resolved by observing basic etiquette and consideration. If the issue can not be resolved in this manner, such as a legitimate medical need to eat at certain times of the day when another employee can't smell food without feeling ill, professional behavior can make the issues less likely to escalate. 
Maintain your professionalism and avoid being confrontational. � If this tactic does not work, respond to her with respect and firmness. Emphasize that no one intentionally meant to offend anyone's sense of smell. Let her know that you understand that the smell was strong, but she needs to address the issue with you and others with the same respect you are giving her. Be sure to document this encounter . 
With hired personnel and strangers, we may often try and put forth our best behavior and go too far in the opposite direction. Out of concern for how we are perceived, we may err in saying too little when things go wrong. This is especially so during what could be called a" courting period." Instead of saying things directly, we often try to hint. We may suffer for a long time before bringing issues up, which can cause pent up aggression to display itself inappropriately. Other work issues are unavoidable and there is no "fault" to speak of. There are times when certain job functions cast two employees in opposing roles. Internal and external pressure from management to do the job and complete certain tasks can lead to heighten sensitivity and vulnerability, which could spark conflicts between associates. 
For example, the finance department in the organization might need to make drastic cuts to the budget while the HR department is in need of extra funds due to counter a shortage of recruits in a given field that year. Such problems are ideally resolved proper channels. In reality, if there are already interpersonal issues between employees when there is a legitimate conflict of interest in the workplace, these issues could be far more difficult to resolve since those involved might be less likely to compromise. 
Cross cultural conflict can also be a factor in the workplace. The United States is an extremely diverse place, as a conglomeration of people from different races, religions, cultural backgrounds, personalities, educational experiences and learning styles. This diversification leads to more women, various ethnic groups, and immigrant workers working together in a more diverse tapestry of associates even when the corporation is located and operating only in the United States. In increasingly diverse corporate America, doing business with people from different cultures that potentially express their work ethics in a different manner is becoming a commonplace event as companies expand or merge into multi-national corporations. Because of these differences in how individuals think and act, multicultural conflict will happen more frequently and the results can be long reaching as well as baffling to those involved. 
American companies need to be conscious of other religions, superstitions, values, and traditions of countries they deal with directly or indirectly. When a company plans on going global, seeking international consultants to assist in the transition into an international company can help prevent many problems, especially regarding negotiations, product names, and company philosophies. American companies must be aware of any potential negative perception in the target market where a seemingly minor slip up could ruin an otherwise positive business experience. Work sites, plants and/or customers based in another country or spread throughout several countries often represent a vast spectrum of cultural differences, international trade and offshore operations. As businesses become more global in scope, political, social and economic realities contribute to new conflicts that these leaders must deal with. 
United States based managers are conditioned to deal directly with conflict publicly in order to prevent hard feelings from developing at a personal level, while in other cultures; conflict is generally downplayed or kept private . In Asian-Pacific cultures (Japan, Korea, Taiwan, and China) as well as in Latin American cultures, the tendency to downplay conflict is paramount in order to maintain or save "face". Additionally in these cultures, when a conflict does arise in a business meeting, the tendency is to defer to the customers demands, no matter what the cause to their own business situation and thus save face. In these cultures, it is very difficult to say no to a customer, which appears evasive to those from the U.S. They would rather work behind the scenes to achieve an amicable resolution that both parties can live with. This type of culture is not readily understood by American managers and therefore, there can be difficulty in closing a deal or negotiations. 
Intercultural issues can also blindside the individuals involved when they do not realize that there are differences before things spiral out of hand. When other social cues are similar, the manager might not have been aware of the differences and could inadvertently cause conflict. When a manager is working in a culture that is considerably different, he or she will be more likely to look for and notice differences. Nonverbal communication can be a particularly dangerous minefield. For example, an American manager sent in assignment to Venezuela, might not be aware of the differences in nonverbal communication in his new area. An employee making a request might be met by a manager who says nothing and makes minimal eye contact . While this is normal behavior in the U.S. that few people are aware of, it comes across as extremely disrespectful in his new environment. 
In additional to potential cultural conflicts in the workplace, there are growing numbers of people who suffer from mental disorders that are now able to work. The American Psychiatric Association's Diagnostic and Statistical Manual of Mental Disorders stated that there are potentially 410 psychological disorders in the average workplace . With advances in medication and therapy, there are issues coming up at work that were less common in years past. Employees with ADD are becoming more common and an understanding of sensory issues helps some employees who would have remained unemployed in the past maintain jobs. Some disabilities and areas of dysfunction are blatantly obvious, but others are not . 
The third form of conflict, intergroup conflict, has its own challenging issues when a group of culturally diverse, neurodiverse, and individually diverse individuals work together. There is strength in diversity, although it might take a great deal of work to reach that point. Sociologists have developed the contact hypothesis, which asserts that intergroup conflict can be reduced by increasing the contact between associates and groups . In theory, this appears to be an easy way to reduce organizational conflict, but there can still be difficulties and it will take time. 
One problem that arises in groups is that the group's personality often assumes that of the dominant personality of the group. This is challenging because when there a negative personality in the group, the entire group will take a negative approach to things. Managers must address the personality of the groups and identify the negative personality that is influencing the group, who all appear negative at first glance. Once the negative individual is either eliminated from the group or handled in a different way, conflict can be reduced both within the group as well as between this group as well as that group's interactions towards other groups. 
One thing that can help decrease conflict in the workplace is to ensure that everyone knows their role in the organization. Open communication and employee input can help avoid some of the more obvious sources of conflict. The following steps can help: 
� Regularly review job descriptions while getting employee input on what the current job entails and document and date the findings. 
� Make sure job roles don't conflict while no tasks are falling between the cracks, so that there will be less conflict regarding who needs to do what. 
� Develop procedures for routine tasks and have employees write procedures when possible and appropriate. Get employees' review of the procedures. 
� Keep lines of communication open by intentionally building relationships with all subordinates and meeting at least once a month alone with them in office. Ask about accomplishments, challenges and issues. 
� Conduct basic training about interpersonal communications, conflict management, and delegation. 
� Regularly hold management meetings to communicate new initiatives and status of current programs. 

Conflict in an organization can be grouped into functional or dysfunctional. The main difference between functional and dysfunctional conflicts depends on whether or the conflict is related to serving an organization's best interests. Functional conflicts support the goals and objectives of an organization and improve the organization's performance while dysfunctional conflicts hinder or impair the organization's performance and hence are undesirable. Functional conflict can be considered a win-win for an organization, if not necessarily for the individuals personally involved in the conflict, and can stimulate an organization and increase its productivity and is often a learning experience for those concerned. Dysfunctional conflict has a negative effect on communications and intereactions between employees and employers and damages organizational performance, since no corrective action can result that could satisfy anyone, causing a loss of production, time and expense. 
Regardless of the root cause of a conflict, an organization must keep it from spiraling out of control. Workplace environments where conflict is allowed to flourish unchecked can be more likely to experience situations that can lead to a hostile working environment. If allowed to run unchecked, the workplace environment will be fearful and aggressive, which can have extremely negative results for the employees involved and the organization as a whole. "When fear is present, it's all too easy to lose track of our overarching purpose at work and get caught in a power struggle (or in looking for an escape hatch). Fear has the unfortunate side effect of keeping our attention on avoiding or moving away from the thing that's causing the fear, not on our work ." Another potential issue that can damage a company is when disgruntled employees bring negative views to outsiders, thereby coloring outsider's views of the company. 
Conflict fuels purpose, passion, and the sharing of power. There are learning experiences and growth available if it has been properly managed. Functional conflict can result in: 
� Involvement by all those affected by the conflict, 
� Greater quality of creative problem solving and alternative solutions, 
� Higher quality of decision making and solutions to a given problem, 
� Heightened awareness of a problem and allows for open discussion of issues and concerns, 
� Increased energy and the motivation to take action resulting in an increased incentive to change, 
� Stronger, healthier relationships that result in trust, respect and a sense of caring. 

Negotiation is another positive result of functional conflict. There are two types of negotiation, distributive and integrative. Distributive involves a single issue and typically results in one person gaining over another, this is also called the "fixed-pie." Integrative negotiation involves an agreement that is better for all parties and does not provide an outcome that is a "fixed-pie," being evenly divided among all involved. Added-value negotiation is an integrative approach that allows for all parties to formulate a deal or understanding while building a productive relationship. The AVN process consists of five steps. The first step is clarifying the interest and needs. Each party expresses their needs so that common ground for negotiations can be found. Next is the step to identify options, which is where when each party brings their elements of value to the table. Step three is creating a deal package. The elements of value from the prior steps are mixed and matched to create multiple deals from which the final deal is selected. Each party has objective to come to an agreement and will analyze each potential deal and discusses which deal would be most feasible. The final step is perfecting the deal. The parties finalize these negotiations by clearing up any final concerns and put together a written agreement. Through these steps, they have built a relationship to continue negotiations as they arise. The value of conflict and negotiating is one that can be very constructive and empowering if done correctly. 
We are all unique people; each of us has our own thoughts, feelings and experiences that make us who we are. These individual personalities can sometimes get in the way of work, causing personality conflict to be inevitable in the work environment. How conflict is handled is dependent
the root of the conflict and underlying factors, the type of conflict, those involved, and the resolution desired. A manager must pay attention to the individual components of the conflict and the needs of the organization. Conflict is a natural occurring event in event in human interaction, but resolution depends heavily on the management of it. Knowing the type of conflict is important in it resolution, so that one knows which tool to use to resolve it to the best possible end. When handled poorly, conflict can foster strife, lack of productivity, and potential lawsuits to an organization. When handled properly, conflict can be a strong source of growth and innovation. 
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