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Conflict Management and Resolution Workshop – Description, Learning Objectives, Design, Exercise Prompts (as questions), and Assessing/Evaluating: 

Designer/facilitator: Jonathan Klane, M.S.Ed., CIH, CSP, CHMM, CIT – Director of Risk Management and Safety Education, BioRAFT and PhD student at ASU in Human/Social Dimensions in Science/Technology

Jonathan’s 30+ year career spans many diverse roles and settings including Safety Director for two Colleges of Engineering, teaching EHS and management courses for two colleges back east, and 20+ years as a consultant and trainer.  He now focuses on the people side of safety including researching risk perceptions and the use of narratives to affect them as well as teaching soft skills such as conflict management. 

Description:  How many times have you found that a safety issue is actually a conflict that just happens to be about safety?  Let's face it - in safety we deal with a lot of conflict management needs - it's just part of what we do.  In this workshop we'll look at the nature of conflicts (they can be helpful if approached the right way), what works and what doesn't, communication and active listening skills, perspective vs. perception, human behavior and decision making, and how to build up your skills in these areas. We'll engage in active learning with practices, discussion on the learning, some role playing, and have fun throughout the day.  

Learning Objectives: 

At the end of the workshop, active learners should be able to: 

· Describe the nature of conflicts and its pros and cons

· List several beneficial traits for a conflict manager to have and use

· Compare and contrast perspective and perception as well as human decision making

· Demonstrate better conflict management skills

Design:

Timing: 

· 8 hours total time (as previously delivered live in-person)

· Can be delivered in chunks of 1-2 hours each (totaling 8 hours) 

· Available as needed 

Learners: 

· Prerequisites? None (except a strong desire to improve one’s skills)

· Must be prepared to be an active learner

· Numbers (min, max, preferred)? 

· Min: 6

· Max: 25

· Preferred: 10-20

Needs: 

· Zoom: 

· Break out rooms

· Staff support

Dynamic: 

· Focus is on the process, skills, and interactions

· Many suggested resources are presented

· Less of an emphasis on just straight info – more on how to improve, what works, and how 

· Many exercises by oneself, in pairs, small groups, and all together 

Exercise prompts (as questions): 

1st session of 2 hours: Perspectives, perceptions, and conflict – what’s your story?  

1. Before the PDS: Watch the trailer and then behind-the-scenes from the movie “Vantage Point”: 

a. Trailer 1 - https://www.youtube.com/watch?v=vDp-08uNH0Y (2:30)

b. Behind-the-scenes - https://www.youtube.com/watch?v=2TDSnhopUI8 (2:20)

c. What were your take-aways? 

d. How did your view change as the scene’s perspective changed from one character to another?  

2. What are your goals for today? 

3. Why the need for this?  What’s been your experience?  My research on it for EHS prof’ls. 

4. What is the nature of conflict?  How does it make you feel?  

5. What was your worst experience with a work-related safety-based conflict? 

6. What was your best experience with one?  

7. Why were there any differences?  What happened in each case to change how you felt about it? 

8. Chat, discuss, debate, argue, persuade?

9. 1st set of case stories – learners’ and others

2nd session of 2 hours: How to solve hard problems (while being easy on the people involved)! 

10. What is the problem statement (define the problem) – examples 

11. Separate people from the problem (easy vs. hard)

12. What is your goal (each time)? 
13. What’s your role?
14. Forget compromise – solve the problem!

15. How effective are we all at communicating?  

16. Do we really understand exactly what the other persons are saying? 

17. Trust vs. confidence 

18. Risk + cognitive biases = risk perceptions … -> decision-making

19. 2nd set of case stories – learners’ and others

3rd session of 2 hours: How well do we all really listen to others?  How empathetic are we during tough times? 

20. How active a listener are you?  

21. What kinds of probing questions do you ask? 

22. How empathic are your statements? 

23. Are we trying to win the argument … or are we trying to solve the problem? 

24. What traits do you have that helps you (or hurts) as a mediator? 

25. Relationships matter

26. Power of storytelling 

27. Ego maturity anyone?  

28. 3rd set of case stories – learners’ and others

4th session of 2 hours: “I just wish … life was more fair!” Who said anything about compromise? I said I want to collaborate on the problem! 

29. Define “fair” – give examples. 

30. Bumps vs. bruises vs. head-bangers! 

31. “I didn’t say it was their fault, I said I’m blaming them.” 

32. Consulting/teaching/helping vs. compliance/telling/ordering 

33. Low power in this battle?  Want to bet? 
34. Objective criteria and existing standards
35. True collaboration – bring it on! 

36. “BATNAs!  BATNAs!  Get your BATNAs here!”

37. Phew!  Time out.  Let’s take a break.  How long should this take?!

38. 4th set of case stories – learners’ and others

39. And where are you now (as opposed to where you were before we started)? 

40. Final questions?  

41. Action Planning!  

Assessing and Evaluating: 

Learner’s competencies assessment: 

· Self-assessment of the difference between pre- and post-workshop reflections 

· Action plan drafted (outlined) for implementing improved skills 

Facilitator feedback: 

· CSHEMA evaluation form 

· Facilitator requested open-ended feedback (optional) 

Course evaluation: 

· CSHEMA evaluation form 

· Facilitator requested open-ended feedback (optional) 


