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It is safe to say that most people dis-

like conflict - yet, it is ever -present.

Neither any human being nor any or-
ganization is immune from it. Conflict
appears across the entire spectrum of
relationships, from minor spats be-
tween friends, to international politics.
But, in the workplace, when opinions
differ, personalities clash, or communi-
cations break down, where can one

me aled by tDo Jenrifar &@dmannRhD.

a specialist in social intelligence and
thg §tqd)6of conflict, the members pre-

sent at the November meeting dis-
sected a case study in employer
employee conflict. Dr. Goldman pre-
sented a scenario, (played out by HR
Alliance members
Beth Robison ), in which a fictional
senior manager is overworked, over-
stressed, and impatient with his young
underlingds needy

ished work product. In turn, the un-
derling expressed frustration and fear
of failure in
lack of guidance and support. The task

Sam Rubino and

quest.

response

HR Alliance Team

} turn? For Human Resources profes-
sionals, conflict resolution is a critical
and marketable skill. Knowing how to
diffuse the tension between colleagues
can save the day, the year, and even

of the evening was to advise the man-
ager and employee in a way that would
resolve the problem and allow for a
better working relationship.

INSIDE bRt

\ the company. With this in mind, at- In analyzing a conflict, Dr. Goldman
THISISSUE tendees at the November 12, 2008 advised, a mediator can try the follow-

meeting of The HR Alliance exchanged ing framework:
Conflict Resolu- 1 strategies in the art of mediating con-
tion flict in the workplace.
(Continued on page 2)
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Jennifer Goldman leading the
workshop

(L) Sam Rubino, Jennifer Gold-
man, Beth Robison.
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Interests - Identify the interests and goals
of all parties. These include wants, desires,
needs, and fears. As an HR practitioner, one
should ask many
stand the interests of the parties.

In the case study, the manager desired more
free time and less questioning from his em-
ployee. The manager expressed frustration
that the employee was not trying hard
enough to complete the work on her own be-
fore coming to him for help. The employee
wanted the manager to set clearer expecta-
tions for each of her projects, and she also
wanted the manager to be more available to
her for questioning. She feared that her
manager di dnot i ke
might terminate her for not producing a qual-
ity of work that he found satisfactory.

her

Options T Consider the range of possibilities
in which the parties may agree. These are
the options for solutions that could resolve
the conflict.

In the case study of Sam and Beth, some
options included that the manager and the
employee could agree to meet daily or
weekly on a set schedule to discuss the em-
pl oyeeods wor k; or that
manager could agree that the employee
should work for someone else in the com-

pany.

Alternatives T Consider all alternatives that
each party has without the consent of the
other parties, should the conflict remain un-
resolved. The aim of this step of the frame-
work is to discover
tive To a Negotiated Agreement (BATNA).
(Notably, one alternative that every party
always has is to do nothing).

With Sam and Bet hods
BATNA might be to terminate the employee.
The employeeobs
job offer with another company.

Communication I The mediator of a conflict
must engage the parties in a communication
process in which thoughts, feelings, and in-
formation are exchanged. Each party must
choose which message or messages they
want to send to the other parties in this proc-
ess, and the message(s) must be sent as
clearly as possible. However, in helping par-
ties decide what information they wish to
communicate, Dr. Goldman cautions that in-
dividual communication styles vary. Some

Afwhyo qu

each
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parties to a conflict will engage in advocacy,
while others prefer inquiry. A mediator
should balance these communication styles
® delpithe pagties tome taam dnelarstanding.

Application T Of course, the analysis and
mediation of a conflict must conclude the ap-
plication of the prior fact  -finding steps to the
parties in conflict. The optimal result in most
HR-related situations is for both parties to
walk away with a winning resolution.

The discussions in the case of Beth and Sam
would have to lead to each party applying
and communicating their conclusions and
decisions to the other. In order for both
swodreks, t®nd eehaa fhwi no
ideally agree to meet with the employee
more regularly, to give her the feedback and
encouragement that she needs. At the same
time, the employee would have to concede
that she is too
time, and will agree to seek alternative re-
sources for help with her work assignments
before coming to her manager with ques-
tions.

Of course, the framework presented in the
November meeting discussion is not the only
methed ofeconflidt cesokiton. Medition be-
tween two or more disputing parties is a
craft, and this framework is but one tool that

an HR practitioner can utilize. Dr. Goldman,
for example, in her work as Adjunct Professor

her e,

demanding

at Teacher 6s Col |l ege, Col
has recently developed a new method of me-
di ation, ni cknamed ACI VI Co

applied to every scale of conflict. (At the
time df they MosemiBee riiekting brt Goldmad -
was preparing to present CIVIC to an audi-
ence at the United Nations Headquarters).

The HR Alliance thanks Dr. Jennifer Gold-

S C e n amah,OMr. $afne Rubifon and eMs.0 Beth

Robison for their facilitation in this practical

BATNA mi g hahd illugtratiie Cexeki€eC UNe €hop@ that all

who participated in the discussion have since
had or will soon have an opportunity to apply
what they have learned to their own work
environments.

To view photos of the November 2008 meet-
ing, go to http://www.meetup.com/

HRAIlliance/photos/
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MEMBEROS CORNER

This month we per mill. Perhaps that was her first foray into
place the spot- influencing budding professionals.
light on HR Alli-

It was while working with Meade Westvaco that
Mrs. Ricci decided to focus her career in HR.

ance member,
Donna Ricci,

Vice President She enrolled in a Masterds program
of Human Re- tanville College in Purchase, NY and achieved a
sources for Masterébés degree in Human |Resources
Frenkel & Co., ganizational Development. Her next career

move as a consultant allowed Donna to explore

HR in a variety of different industries, including

a start up firm, a music school, a retailer and

mor e. Donnads path then |[took her
large Fortune -1 i st ed company, Phijl i ps. Do
role as an HR Generalist afforded her the op-

portunity to develop an extensive orientation

and an on -boarding program that improved

employee retention and the companyd
sion planning program.

Beinginaservice -f ocused industry, Mrs. Ricci 0s ) )
job includes a large focus on sourcing and de- Donna has since translated her experience with

veloping new employees. In recruiting new the Philips on -boarding program to her current

staff, Donna cites a shortage of insurance position at Frenkel. She notes that employee

specific talent as her main motivation for seek- retention is a very important factor in the suc-

ing out college graduat es CeSSOfaRy Sece iRdusiy, and krenkepigno

internship program, and using other creative different. Employees build their client relation-

means, Donnads eyes are alShiPgyithin thg firgf few gpnths of \gmploy-

talent. Once employees come on board, Donna ment.  In addition, employees will decide

says, training, motivation and recognition of whether the industry is right for them or not

good work keeps employees engaged in their very quickly. Therefore,/ Mrs. Ri c
own growth, as well as t heCudeqGanuang hg lgyalty of jhgse ygung em-

ticular, she enjoys developing and providing ployees who truly desire a career in the insur-

regular educational and business skill seminars ance industry, through training, development,

for the workforce. Recently she partnered with and periodic compensation rewards programs.

a trainer to create a business dining etiquette
training for junior staff transitioning into ac-
count servicing roles.

Inc., an inter-
national insurance brokerage firm based in
Manhattan. In her position, Mrs. Ricci is re-
sponsible for a multitude of HR functions in a
small and traditional HR department. Taking
charge of everything from recruitment and
training to benefits administration and em-
ployee relations, Donna considers herself a true
generalist.

Another critical component to success in her
field is product development. Mrs. Ricci boasts

her companyo6s subsidiary, Frenkel
Mrs. Ricciés current posi IL#‘QJ_ qnd \f$ awgrd F-pignipg weliness divigiog, 5
upon skills learned earlier in her 18 -year ca-  Onsite Wellness.
ree:. DAfter gt:aduatlrr:g college a: '\SAUN;( ?/:/OCIE_ Onsite Wellnessd flagship|] wellness
port, Donna began her career at Meade TWest- call ed fASmar t & a stratbge wallresso

vaco, (at the time of her tenure it was West-
vaco), a Fortune 500, paper and packaging
company. There, she learned general business
practices, from manufacturing to customer ser-
vice. She recalls a fond memory of being able
to teach elementary students how paper is
made using actual pulp and slurry from the pa-

initiative that incorporates targeted wellness
programming and events, health risk assess-
ments, and health screenings, such as choles-
terol tests and skin cancer examinations.

(Continued on page 5)
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Wednesday
H 0 LI DAY December 17, 2008
6:30 pm-9 pm
PARTY
2 008 Location:
In Good Company
TR
HR ALLIANCE 16 W. 23 Street
4th Floor

The holiday season is here and we invite you to celebrate with us.
The HR Alliance is thriving and growingre don't want you to miss a thing.

Be a part of the fun and join your fellow HR Alliance members for a night of
holiday cheer, good drinks, and great company.

$20 with advance RSVP / $25 at the door
Admission includes refreshments
Exciting Raffle Prizes
EVERYONE is welcome!!!
Invite colleagues, clients and friends.

2008 HR ALLIANCE HOLIDAY PARTY SPONSORS

INgood  Frenkel Benefits LLC

company the power of partnership

— -- - & Uttimate Software -
—m
=g

WWW.THEHRALLIANCE.NE
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MEMBER NEWS

Welcome
New Members!
Joshua Cacopardo
Amita
Jason Bellard
Maxine Lang

Jennifer Goldman

Dale Linton
Caroline Cenzia -Levine
Raphael Mavi
Randi
Walter Schwab
Emily
Anita B.

Marisa DiChiacchio
Lou Winington
Christine Fay

Kim Duffy
Minal
Jason Gorham
Christine
Hol ly O06Grad
Colette

Yy
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(Continued from page 3) Donna Ricci

Frenkel Benefits first conducted a
internally, with great success, as measured by lower medical premiums
and a healthier workforce. I n
over 30 pounds each during this testing phase. Donna played a critical
role in the development and roll -out of this program at Frenkel.

pil

Because the pilot program was so popular with the staff and successful
in achieving the wellness goals of the company, the program has grown
to include many of Frenkelds clients,
greatly enhanced the product line of Frenkel & Co., as reduced health
insurance premiums are on

Mrs. Ricci is a regular attendee and contributor at HR Alliance meetings.
Additionally, Frenkel & Co., Inc. is a proud sponsor of the upcoming De-
cember 17 HR Alliance Holiday Party. You can meet Donna there, or

feel free to contact her at DRicci@frenkel.com with questions or op-
portunities.

fact, flli

everyoneds mi

ot

GET INVOLVED AND
GET NOTICED

The HR Alliance continues to grow in membership, and in recog-
nition within the New York City HR community. Our monthly
meetings will be ever -more professional and informative. The
networking opportunities abound.

Now is a great time to get involved with the Group newsletter
and monthly events. We are searching for volunteers for the
following writing and presentation opportunities:

1 Author an article for the newsletter

1 Be interviewed for t he Membe

1 Research and keep track of other HR Blogs, news publica-
tions, and networking group activities to help us improve
our offerings

1 Scout talented speakers for meetings

1 Recruit colleagues to the Group that would enhance our
member experience

To learn more about volunteer opportunities with The HR Alli-
ance, please contact Program Manager, Leslie Smutz at
leslie.smutz@thehralliance.net

™
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ALSO PUT ON
OUR MAP AT
LEAST ONE

POSITIVE
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THAT EACH

PERSON, PLACE

OR EVENT

BRINGS TO THE
SITUATION.
DOING SO CAN

AGAIN HELP US
SHIFT OUR
PERSPECTIVE
AND SEE THE
SITUATION

DIFFERENTLY. u
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(Continued from page 1) panyﬁs |l eader shi p? Wh er
range view, we may gain a new perspective
But what about conflicts that keep re that can help us prevent conflict from esca-
appearing despite our best efforts to re- lating.
solve them? For example, how should we
help the leaders of the sales and R&D func- Interconnectedness: The ability to ap-
tions of a g|oba| pharmaceutica| company preciate the existence of relationships
whose product has suffered for years be- between people, places and events.
cause they just candét see eye to ege? ~What
about the family business in which a father Conflicts are often made up of interwoven
has threatened to sell the company rather interests and needs between the parties.
than pass it on to his children? How can In the example of the leaders of the R&D )
we help the senior leadership team of a and sales functions, if
newly merged company suffering from a each other, they wouldn¢
long -standing conflict between two of its in the first place & they could simply walk
highest -profile members? away from each o ther.
because they are fundamentally intercon-
For all its successes, principled negotiation nected. Sales would have nothing to sell if
has its limitations. A complementary set of R&D didnodot create the p
ideas is necessary to tackle longer  -term,  Would have no way of putting new products
persistent conflicts. Based a review of cut- into customers6 hands
ting _edge research on |0ng -term COI’]ﬂiCt, force. In the heat of COﬂﬂiCt, it can be easy
Il 6ve recently devel oped todosensighy of the wayse i whick we de-
called CIVICE, to enablnpendpnong anethgry A figst stgpnogt of
organizations to deal effectively with con- the conflict is for the parties to simply ap-
flicts that persist despite previous attempts preciate the fact that they are intercon-
to resolve them. Cl VI cnecteq. sit helps to anapr oytrpyr felation-
that represents five core competencies in- ships and put on the map at least one new
dividuals can learn and master over time: person, place or event t
complexity, interconnectedness, values, viously considered to be part of the situa-
i magination, and cour agéeion. We gholdsalsa pukan oy gaphat
of these in turn. least one positive contribution that each
person, place or event brings to the situa-
Complexity: The ability to anticipate tion. Doing so can again help us shift our
complex consequences of our own and perspective and see the situation differ-
othersdé actions. ently.
According to Dr. Peter T. Coleman, many Values: The ability to uncover authen-
long -standing conflicts are complex, and tic values.
often involve multiple parties, issues, and
relationships. The first step towards trans- In conflicts that persist over time, the par-
forming long -term conflicts is to recognize ties are invariably getting something out of
their Comp|exity. The second step is to Staying stuck in the conflict. If they were-
learn how to anticipate the potentially com- nét, they would have enc

pl ex consequences of
actions. For example, in the case of the
family business in which a father wants to
sell the business rather than pass it down
to his children, it is important for all parties

to ask themselves a set of questions about
the potential consequences of their actions
before taking a next step. Some important

guestions include: What are some possible
unintended consequences of my own be-
havior on myself down the road? On oth-
ers involved? On the company? On future
generations of my family and of the com-
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o u AMpastaRh quesion top ask @ursglges is:

What benefits do | personally receive from
staying in this conflict? The answers to this
question may very likely uncover impor-
tant, but previously hidden or taboo values
that each party holds. For example, we
may benefit from staying in a conflict if we
get to feel that we are right and the others
are wrong, or if we get sympathy, or atten-
tion from others. Sometimes staying stuck
in a conflict simply allows us to avoid hav-
ing to deal with it. These are all legitimate
values or needs that we have: to be right,

(Continued on page 7)



