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Each one

Managing Aggression | Samples from the workshop — Share your skills with a friend. .
B

4
Bullying A Classic Conflict Strategic Listening ‘1 & - ‘
y,

How could this have been prevented? Why must it be learned?

. : \ ;
Mobbing K “ 2 Don’t filter the
=
The dinner date is on! 1 message |
Harassment Mary Absorb it!
Disrespect Hi Mary, what shall we do for Let’s go out for a change.
P dinner? w4 Haven’t done that for a while.

Sexual Harassment Hmm, | don’t care Jack, you pick

Great idea Mary, where would
the place. Anything will do.

you like to go? w—4
Political Correctness .
Well, we had steak last night, Be totally focused
Okay, h bout t i L
a\l’ OwW abou v;/e goto . and besides we élwa\./s go there. Use minimal encouragers
Jake’s Steakhouse? Let’s try something different.
DE[QET] Control Pa raphrase content
) Show empathy and feeling
. c . X e s Hmm, | am not sure Jack, . K
Managlng Emotions All right, if you don’t like steak: remember the last fime we were Hold p'aL.JSES with forced S|IenF:e
howgbout the Old Yamamoto’s there, how noisy it was and Use minimal enquiry but use it
Sushi Bar? L )
besides its too expensive.
. . /.J Gotcha!]
Oh goodness Mary, you did say Well yes Jack, | did say that, but | “ J
e “anything will do” and now you didn’t know that you pick those Search for the speaker’s weakest point and attack it.

can’t make up your mind. two places.

o I ]
Okay Jack, firstly, | am not silly . hate that message!

Oh don’t be silly Mary, let’s just and secondly, | already said |

Take the speaker’s argument and turn it against the speaker

go to Jake’s, it will be fine. w4 didn’t want to have steak
tonight. \
I let me finish..11”
g S — J
Well you did say “anything will Okay Jack, you are going to be % : prom— Dominate conversation and time and keep the speaker off track

do” I heard you say that, and like that, | am not going out at

1
now, nothing will do! all, forget it! | am staying home! y s
Developed and delivered under license from e g ving ‘“ @,f “keep talking.. I'm listening.. Carry on!”
Communications & Training International 28 % ; -
www.usabilitymapping.com The dinner date is off! M Do unrelated things at the same time. Lack of focus.

- Multitasking
i -
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Conflict Management and Negotiation Strategies

There is no success without managing conflicts.

[ Conflict Types and Resolution

If you must defeat the
competition
Market Share

This handout is not suited for self learning

)

High concern for self

If the best solution
is needed [ISTSYVI

[ Toxic Language Translation ]7

| see opportunities for
¢ improvement.

Everything is screwed around here

You don’t know what you are

?
G 0 el - Can you help me understand?

If avoidance is the
[ FYY] best option

If Fred wasn’t so lazy, we’d be
done by now!

If we would have helped Fred,
we’d be done by now.

i e Huslaes] .y Please help me understand your

Win/Lose ':% Win/Win
Compete i Collaborate
f trade-off i H
COT_EELC)Tlse
Lose/Lose Lose/Win
Ignore Sacrifice

approach

He has no damn clue what is going
on around here.

Let’s find out what he does know,
may be we can fill some gaps.

Low concern for self

If sacrifice is the

best option

Charity

Let’s understand Jack’s sensitivities

e = e
LSSV "7 and what’s behind his thinking.

( 1
L Negotiation Strategies J

(

L Managing Emotions _ ]

Responding to an Attack

. Take time out Take time to focus, act but don’t react.

1. Focus on facts: | Divert focus from the attack and lock on facts

. Let silence work Allow silence to work — listen quietly.

Iv. Add time, not content | Emotions fade with time. Add time, do nothing.

V. Reframe conversation Direct conversation towards issues of common ground.

« Ad hominem
« Trusting the Masses
« Appeal to Emotion Response speed Quality of response
« Two Wrongs Make a Right
* Red He.rrlng /\ } ) The Quality Argument
- False Dilemma = - dou (" highqualty snceen 8 Millon mega piels, 3
- Always — Never Claims quality arguments «WM}S), lil ;’g‘ﬁ‘i{;‘,?és?aﬂgﬁm
- Shifted Responsibility / b
— (e Social Argument
K social arguments acceptable as good s everyone elses S5 “This camera exceeded al
Avoid fallacy e s e o)) momon Tin,
arguments. _ \ Paris Hiton
/—4 i The Safety Argument
safety arquments ( veryfast ) quuael:zuu::lt 2L aoce This convenient product wil
~— bo) o
afford not to buy one.

ou are driving blind

When the fog of emotion rolls in
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