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LEADERSHIP COMPETENCY:   MANAGES CONFLICT 
 

“Truth springs from argument amongst friends”. 
                                                     David Hume 

  
Defining Characteristics 

 
 Creates a safe environment for team members to bring out 

different viewpoints, perceptions and approaches.  
 

 Works to reduce incompatible behavior between individuals or 
parties whose interests differ.  
 

 Solicits different viewpoints if there is not enough diversity of 
opinion. 
 

 Understands and respects cultural differences.  
 

 Ensures that everyone’s viewpoints is fairly aired and that there is 
mutual understanding before the action or decision is taken.  
 

 Builds agreement, wherever possible, to reach a solution 
compatible with the needs of all. 

 
Development Activities 
 

1. Realize that a certain amount of conflict is healthy to be expressed 
in organizations.  People airing different views and perspectives is 
essential for good decisions and creativity. It is only when this 
constructive conflict, or “fruitful friction”, creates a highly tense 
and inflammatory environment that conflicts becomes 
dysfunctional.   Conflict, therefore, can be productive or 
dysfunctional.  Examine your last conflict situation through that 
lens.  Was it a fruitful disagreement that resulted in a better 
outcome or was the outcome unsuccessful and the relationships 
suffered? 
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2. Be aware of your own preferred style of dealing with conflict.   

Can you adapt your style depending on the situation?    Do you 
compete when it would be more effective to collaborate? Do you 
avoid conflict when it is more appropriate to deal with it head on?  
Do you accommodate and give in when it is more advantageous, 
in the long run, to compromise?   Experiment with using a 
different conflict style if your preferred style does not yield the 
results you want. 
 

3. Keep a personal journal of how you respond to conflict situations 
at home and at work.  Identify patterns and resolve to experiment 
with new styles that may yield more positive results.  
 

4. As part of a team building exercise, use a facilitator or consultant 
to administer a conflict mode instrument, such as the Thomas-
Kilmann (TKI).  Share the results in a team meeting to increase 
awareness of team members’ preferred style of dealing with 
conflict. Discuss the impact on team dynamics. 
 

5. In managing a conflict, focus on the future, not on the past or not 
on pointing to blame. 
 

6. Look for ways to make all parties save “face.” 
 

7. For a serious employee dispute, consider bringing in a mediator.  
This provides a controlled setting where individuals can air their 
differences and communicate more effectively with one another.    
 

8. Does the individual with whom you are in conflict irritate and 
frustrate you in countless small ways, but always just within the 
bounds of socially or professionally acceptable behavior?   This is 
a hallmark of “passive-aggressive” behavior.  It can involve hiding 
the truth, or not dealing with it, so others’ feelings or reputations 
get hurt. This toxic style creates an atmosphere of distrust and 
secrecy so that group members feel unsure of where they stand.   
To curb the effects of passive-aggressive behavior: 

♦ Become aware --- begin to notice when this is happening. 

♦ Don’t respond to this behavior.  The goal of this behavior is 
to get the other person to react irrationally.  

♦ Calmly confront the real issue.  State the facts of the 
present situation and the consequences of the behavior.  
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Repeat this several times until there is understanding that 
the recipient of this behavior cannot be manipulated by it. 
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Other Resources 

  
1. Conflict Management Seminars for Leaders and Teams – 

customized training to increase awareness and develop strategies 
to deal with conflict more effectively.  
www.LeadershipTalentSolutions.com  310-306-9898 
 

2. Mediation Training Institute International  
Resources for the prevention, management, and resolution of 
organizational conflicts. 
 

3. Conflict Resolution Information Resource – www.crinfo.org search 
engine for Conflict Resolution with White Papers, articles and web 
resources. 
 

4. Thomas -Kilmann Conflict Mode Instrument (TKI) 
http://www.cpp.com/products/tki/index.asp  

  


