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) Itsinevitable. No matter what kind of work environment
you're in, there will be conflicts. The key to managing
interpersonal conflicts in a workplace setting lies in the
communication skills you use to defuse the situation and de-
escalate people when things get heated.

Everyone handles conflict differently. Some shy away,
avoiding a confrontation at all costs. Others face it head
on, sometimes with too much abrasiveness. Conflictin
the workplace can be a distraction, limit productivity and,
potentially, lead to more serious workplace conflicts down
the line. For me, conflictis a distraction, so | prefer to nipitin
the bud as quickly and directly as possible. But not everyone
thinks like me, which is something | always have to keep in
mind, especially in the midst of a conflict. It is up to the leader,
whether directly involved in the conflict or not, to help mediate
and reach a solution to the best of his or her abilities. With that
in mind, here are some tips for leaders to follow when they
find themselves in the midst of a conflict:

Take a step back. Once a leader has become aware of a
conflict and has gathered the information, the first thing to do
is step away fromit. Not for too long — just long enough that
it's not super-fresh in his or her mind. This is especially key for
those who may be directly involved in the conflict. For me, that
freshness has often led to rash decisions I've made that were
rooted in too much emotion.

The stepping away can be accomplished by trying togeta
little work done, meditating or reading something — the goal
being to dull the initial sting of the issue. Those who can’t
focus on something else could try writing down the details of
the conflict. This may not sound like taking a step back but, at
the very least, putting things down on paper can be cathartic.

Practice empathy. This can be hard when one is directly
involved, but it is important to practice empathy during
a conflict. Leaders should really try to put themselvesin
everyone’s shoes and see things from where others are
standing — even if it's the leader, himself, with whom
they're upset. Trying to see the situation through the eyes of
someone who is upset with me forces me to confront some of
my weaknesses or shortcomings. Though this can be painful,
knowing this information ultimately helps me avoid similar

conflicts in the future, and is, of course, key to personal
growth in general.

Even if there is a sense that one person is more “right” than
someone else afterward, trying to understand everyone else’s
feelings and motivations will help leaders figure out where the
content truly lies and, therefore, how best to approach it.

Evaluate the implications. Sometimes, when a conflict
arises, it's the result of a bigger or more serious one. Maybe
acurrent disagreement over deadlines actually pointsto a
pattern of tardiness, or there's one employee who seems to be
at the center of a number of workplace issues. If that's the case
and something bigger is brewing, the leader’s approach should
be different from what it would be for a one-off incident. The
leader will need to gather more information and perhaps talk
to other people before beginning the problem-solving process.
It'simportant to understand the context and stakes before
starting to talk to the people involved. A long-term problem
requires a long-term solution. And speaking of that...

Take preventive measures. Once a conflict is resolved, it's
important to reflect and figure out how to avoid anything similar
inthe future. Conflict often impedes productivity, so the more
one can prevent it, the better off everyone will be. This is another
instance when writing things down comes in handy, even if it's
just for one’s own records. When doing so, it'simportant to try
to be as objective as possible, continuing to consider all sides.
What led to the issue? What was the central issue? How was it
resolved? Each conflict can be alearning experience for both the
business’s leadership and the employees.

Avoid playing the blame game. Resolving conflictis a
great opportunity to help improve a situation and, ultimately,
offers a way to create healthy relationships at work. It's
important, when oneis in the heat of the moment and
experiencing conflict, to avoid saying, “None of this is my
fault.” By not taking responsibility for their part of the problem,
leaders are not being resourceful in finding ways to improve
the situation and mend the relationship.

Workplace conflicts can and do happen. By taking
the appropriate course of action, it's possible to resolve
professional issues and create a more harmonious place to for
allemployees. ™
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Additional tips discussed

more fully online:

* Avoid the need to be
right.

* Don't attack someone’s
character.

* Don't avoid conflict.
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