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resolution

In organizations, there are “certain
questions you don’t raise, certain people
you don’t challenge ... all that kind of
stuff. As a consequence of that, there’s a
level of incompetence that develops.”

Organizations that work on managing
conflict must accept that it will take time.
During the early stages, participants will
not be as effective or feel as effective as
usual, Oster said.

Post-secondary institutions offer
courses and there are organizations spe-
cializing in dispute resolution.

iola Neufeld, co-owner of the Van-
\ / couver firm Transpectives, which
specializes in coaching to help
resolve conflict, said friction at work can
lead to absenteeism, low morale, and lack
of motivation to be productive. Often it
is expressed indirectly rather than directly.
Conflict breaks trust and cascades
through the organization, Neufeld said.

“It has to come out somewhere,’ she
said. “Tt will always affect the bottom line
profitability.”

. John Radford, Neufeld’s partner, who
also teaches at Royal Roads University,
said when conflict is buried inside a
worker, it can result in a loss of creativ-
ity. “The heart goes out of the workplace.”

Strife may have its roots outside the

job but if is impacting the workplace then

it needs to be addressed there.

Some managers are able to coach
employees through their differences or
consultants can be brought in. Employ-
ees may feel more comfortable talking to
a third party, they said. ‘

Radford and Neufeld help managers
and workers understand themselves and
each other. Neufeld suggests managers
take an approach of curiosity rather than
judgment to understand the “why” of a
situation. “You wouldn’t have a strong
reaction in an employee unless you have
hit on something that is tender and raw.”

Much of their work is about rebuild-
ing trust in the wake of a conflict. When
reconciliation occurs, “There is real heal-
ing that takes place,” Neufeld said.

They also say conflict is necessary in
the workplace. This could mean propos-
ing a new way to do something better. But
that may make others uncomfortable and
thus create conflict. The aim is to create
an organization where people take the ini-
tiative and drive change. :

Radford said today’s workplace expe-
riences ongoing change. “That is going
to increase, not decrease.” As a result,
conflict will increase and therefore the
ability o manage itis important,

dent of the Fitzgerald Group in

Vancouver, was in Victoria recently
to speak on how to resolve friction at
work, and has noticed trends that can lead
to conflict. “Boomers are getting older.
They are not so inclined to check their
emotions at the door.” These outspoken
baby boomers are also seeking more
meaning from their jobs.

It’s not unusual to find people who
have worked for a long time in situations
which make them uncomfortable. They
don’t feel they can do much about it, she
said. “It’s just like your family. You don’t
say things to cértain people.”

Conflicts have to do with a sense of
control over your workplace, which often
has to do with power, Fitzgerald said.

She often works in dialogue circles,
which harken back to the idea of restora-
tive justice. The idea is to shift thinking
from punishing people to restoring rela-
tionships. “It is quite profound,” she said.
“It is getting back to humanizing the
workplace.”

Fitzgerald speaks to all participants pri-
vately ahead of time to outline what will
be happening and to tell them she wants
them to feel safe. If they don’t feel com-
fortable, they can go up to her for a talk.

Dialogue circles are meant for people
to have conversations. “I help people have
fierce conversations in a safe place,” she
said. But participants do not yell at each
other and are “unbelievably well-
behaved.” :

The secret to success is when some-
one speaks about how they have been
impacted by certain behaviour, deliver-
ing insight to the other person. Partici-
pants develop empathy, she said.
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