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Easing Employee Conflict

Mediation is one way to resolve disputes and

disagreements in the office or workplace
By Sandy Pasqua

|Sidebars And Related News ~

William (Billy Eddy definesOhighconflict personalities@s

peoplewho canOseeany other personOsiew. YouOveprobably r/ &
met a few at work. /S

He spendsmuchof his time helping peoplelearnhow to work “{
togethereffectively asa staff memberof the National Conflict CONFUCT

ResolutionCenter,formerly known asthe SanDiego Mediation ,M
Center.His backgroundasa clinical socialworker, mediatorand = . -

attorneyhaspreparecdhim for this role. ¥ Unduq:ndmhmny &
C ‘lhur(nﬂl\ Disputes

Oneareaof expertiseis in training othersin mediation.This year ' « ™
he will presentseminarsin high conflict disputeresolutionto & A
professionalsn five states,Canadaand France. :

@ !
When conflict arisesin the workplace,Eddy says80 percentof ~ ' \
peopleinvolved will listen to other points of view. The other 20 WILLIAM A. EPDY ?

Amomeggodunal and Claical§ocul Worker

percentseemto havesucharigid way of thinking thatthey are
unableto do that.

Arguing, or trying to getthat personto view a situationdifferently, seemsto escalate
defensivenesand makesthe disagreementvorse.

OltOgpart of the personality, 3aysEddy, Oandrying to presentdifferent views just intensifies
the emotionalresponseof the high conflict personality. They becomeinvestedin the conflict
andit becomesa way of controlling others;it givesthemsomepower.O

The high conflict personalitywill try to recruit othersin the work placeto the sameopinions.
They may try to convinceco-workersthat they arebeingvictimized in someway. OAtfirst~
othersare sympatheticthenthey beginto seewhatis happeningandin the long run donOt
stay sympathetic,&Eddy says.

Whenthesesituationsarise,Eddy says,managersand co-workerscantry to reducethe conflict
beforeseekingmore drasticmeasureslike reassignmenor termination.

EddyOdonOtéuggestionsnclude:

e DonOtriticize and point out distortedthinking. That only makesa high conflict
personalitywant revenge.

e DonOncceptall that personsaysat face value.
e DonOtry to talk the personout of their views.
e DonOstresshow upsetthey are.

His OdoGuggestionsare:

e Do listen with empathyandrespect.
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e Do askquestiongo draw out the point of view. Stressfacts.

e Do try to view the conflict as possibledifferencesin stylesor culturesandinterpret
them as personaldifferences,not arguments.

e Do focuson the consequencesf the conflict and discussthem.

High conflict personalitiesnay be the bestat their jobs but not have good peopleskills, Eddy
says.They may haveborderlinepersonalitiesvith dramaticmood swingsor be narcissistic,or
very self-centeredThosenegativequalitiesmight not becomeapparenfor many months,he
says.

Eddy frequentlyis askedhow to recognizea high conflict personalitywhen hiring, but says
they often Odeveloga friendly persona.®lis bestsuggestionhe says,is to be cautionswhena
job candidateshowsOexcessiveharmor perfection.O

The NCRC (thenthe Mediation Center)openedin 1983.Eddy hasbeeninvolved with the
centersince1984.He is an expertin divorce mediationandfamily counselingandis a
licensedclinical socialworker anda certified family law specialistattorneysinceearninga law
degreeat USD Schoolof Law in 1992.He haswritten bookson divorce and high conflict
personalities.

To reachthe NCRC telephoneg(619) 238-2400.
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