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Introduction

This book is a bundle of 7 different books
dealing with the subject of conflict management from a humanistic
perspective. These books are companions to online courses offered
at Humanist Learning Systems and contain the transcripts of those
programs for easy home reference.

The books are all written by Jennifer Hancock,
founder of Humanist Learning Systems.

This book will help you learn a science-based
approach to conflict resolution and help you understand how
compassion can help resolve workplace behavior issues. Being able
to reinforce organizational core values by modeling respectful
conflict resolution behavior in difficult situations is an added
bonus.

On Being
Professional

Being professional is something we aspire to but
aren’t always clear on what it means or how to do it. A humanistic
approach to being professional means creating clarity by behaving
ethically.







Chapter 1: What does it mean to be
professional?

When we think of someone who is professional, we
think of someone who is competent, meaning they are capable of
doing whatever the task or job is. They have the skills &
knowledge to do the job.

But it’s not just about competency. A
professional person is also: reliable and responsible. They will do
what they say they will do and they don’t make promises they can’t
keep. Which is why they are also people who are honest and have
integrity.

But professionalism implies more than that. When
I think of a professional person, I think of a person who is calm
under pressure. They are flexible enough to change plans to get the
work done if it’s necessary and they don’t allow changes of plans
to ruffle them. They are in control of their emotions and the
situation. They are someone who has self-control so that even when
they are stressed out they still manage to not only do the right
thing, they do it in a way that has grace and dignity.

For me the word dignity is what really defines a
professional person. They not only carry themselves with dignity,
they treat others with dignity as well.

Most of us aspire to be a professional person.
The problem is our desire to be professional. The problem is
learning to behave in a professional way. To help us understand how
to behave professionally, we should probably first discuss why.
What are the benefits of being professional?
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Chapter 2: The benefits of being professional:
VUCA

The answer to “why be professional?” Is because
it makes your life easier.

Professional people don’t just appear to be
dignified, they are dignified. Being professional – choosing to act
in a way where you are ethical, honest, competent and in control –
helps make life easier.

There is an acronym in business – VUCA. It
refers to the fact that almost all the situations we ever find
ourselves in are Volatile, Uncertain, Complex and Ambiguous. VUCA
is a constant.

What makes a difference is how people respond to
all this volatility, uncertainty, complexity and ambiguity. Some
people respond well to the stress. Others … do not.

As a Humanist – I take a rational approach.
Which is strangely enough – based on the serenity prayer. What can
I control? What can’t I control? Wisdom – is in knowing the
difference.

I can’t control volatility and complexity. They
will always exist. What I can do – is reduce uncertainty and
ambiguity by creating – clarity!!!! I can reduce 2 of the elements
of VUCA. That’s HUGE!

When we look back at the elements of what it
means to be professional, we see that, the elements of
professionalism, honest, competency, reliability, and
responsibility, those elements – are all about creating clarity and
reducing ambiguity and uncertainty.
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Chapter 3: What it takes to be
professional

Being professional isn’t just about what you do
– it’s about HOW you do it. Our list of things that make people
professional contained 5 elements.

The first way to be professional is to be
competent. Knowing how to do the job reduces uncertainty and
ambiguity. A professional brings their expertise to the
problem-solving process. This is about WHAT you know.






The remaining 4 elements are about HOW you do
what you do. They are about how we behave – specifically – whether
we are ethical or not. All five of these elements are about
creating clarity.

Being competent - – reduces uncertainty
and ambiguity. You can bring expertise to the problem-solving
process.

Behaving ethically – also helps reduces
uncertainty and ambiguity.

Being reliable and responsible – means – people
can trust you to do the work, thus reducing uncertainty and
ambiguity

Being honest – means people can trust you
to tell them the truth – which again – reduces uncertainty and
ambiguity

Exercising self-control – means that you
aren’t likely to behave erratically – and again- this increases
clarity – by decreasing uncertainty and ambiguity.

An example

Let me give you an example from my husband’s
work. My husband works in sales. He ships through his own warehouse
and through 3rd party dealers. It is not unusual for things to
happen in this process. Maybe the 3rd party dealer promised him
product that they can’t deliver. Maybe something happened and the
shipment was delayed. Things happen.

That is the volatility and complexity at play.
He can’t control that. What he can do when things happen – is
create clarity. As soon as he learns about a problem, he can call
his client and let them know what’s going on. He can work with his
vendors to try and fulfill the order another way.

What makes my husband successful is he is a
professional. He is reliable and responsible. He focuses on fixing
the problem. He works to create clarity for everyone involved so
that the problem can be fixed.

He is honest. He doesn’t lie to his clients or
his vendors. He lets everyone know what is going on and what is
being done to fix it and when a fix is expected. He creates clarity
for everyone so everyone knows what to expect. This is what it
means to be a professional.

He is dignified and in control when he does
this. He doesn’t freak out. He simply gets to work solving the
problem and communicating with everyone effectively so that
everyone can have confidence that the problem will be solved.

And he’s flexible enough to just do the work
required. He doesn’t complain. He doesn’t skirt the responsibility.
He just gets on with getting the work done.

In other words – he’s not only A professional –
he IS professional.

That is why he has the respect of his
colleagues, clients and vendors.

The Benefits of Professionalism

Be honest. Wouldn’t you like to work with
someone if this is how they approached problem solving? Of course
you would. We all would. We all know what it is like to encounter a
problem and not only not know how to fix it but to have the people
who are supposed to be working on it with you – leave you
hanging.

Not communicating honestly, and ethically and in
a timely manner, increases uncertainty and ambiguity.

Professionals - by being honest, responsible,
dignified and flexible – create clarity when things go wrong. And
things always go wrong.
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Chapter 4: The secret to behaving
professionally? Ethics.

How do you become a professional person? Someone
people trust? Someone who people rely on to fix problems? How do we
become the professional person we aspire to be.?

For me, this is where Humanism comes in.
Humanism is an ethical philosophy. It’s about what it means to be
an ethical person and putting your reason and compassion into
action.

As we’ve just discussed, that’s pretty much what
being a professional person is. A professional person behaves
ethically & responsibly.

To behave ethically you need to make being
ethical a priority. You need to put your ethics first and put your
ethics into action by being responsible. Competency comes second.
Make being ethical a priority and consider what the ethical thing
to do is – in every situation you find yourself in. Make being
ethical a habit.

The next element is to remain calm. Exercise
self-control and remain dignified. You don’t have to react right
away. You can think before you act and chose actions that will
improve your likelihood of success. This requires a willingness to
be responsible to your actions so that you can prioritize thinking
before acting. In other words, use your reasoning skills to
determine what is ethical and act according.

This also requires a determination to be
dignified. Think to yourself: what would an ethical dignified
person do? And do that.

In most cases an ethical dignified person will
be honest, and work on solving the problem. They won’t demean
people for screwing up. They will instead focus on solving the
problem ethically and effectively. Dignified people don’t fly off
the handle. They don’t yell. They don’t bully. They just
competently and ethically work on fixing the problem.

If you want to be seen as an ethical and
dignified person, act like an ethical and dignified person. Ethical
dignified people think before they act and they act in accordance
with their ethics. They put their reason and compassion into
action.

Focus on 3 things

To keep this simple – focus on 3 things.


	
Focus on being honest.



	
Focus on being reliable, and



	
Focus on being competent.





If people around you are being unethical and
undignified, that’s on them. Don’t join them. You be the person you
aspire to be. Live up to your ethics and to your ideals and focus
on what is really important. Solving problems ethically,
effectively and in a dignified manner.
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Part 1: What is Conflict?


Book 1: How to
De-Escalate Conflicts Using Behavioral Science


Chapter 5: Introduction: Why Behavioral
Science?

Can behavioral science help us learn how to
respond to conflict so we can be happier and more effectively help
solve our problems without getting drawn into unnecessary drama?
Yes it can... and Jennifer Hancock, the author of several award
winning books and founder of Humanist Learning Systems, will teach
us how. She specializes in humanistic management and programs
focused on how to stop bullying and harassment using science. Her
insights on how to combine philosophy and science to help solve our
problems more effectively have helped countless people all over the
world.

This program and book is based on behavioral
psychology and discusses how your responses impact other people so
that you can choose a response that will help you stand your ground
while still being compassionate about the problem that needs to be
solved. The goal of this program is to help you learn how to use
the science of behavior to respond professionally even in
situations where the people around you are freaking out.
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Chapter 6: Types of Conflicts

Conflict is defined as: a serious
disagreement or argument, typically a protracted one.

People disagree all of the time; usually, we can
resolve those disagreements. The difficulty arises when we can’t
resolve those disagreements, or when the disagreement becomes
protracted and starts interfering with other aspects of the
relationship. This, is when we start to call it, a conflict.

There are 4 basic types of conflicts.

Interpersonal –
where 2 people disagree to the point of conflict.

Intrapersonal – within
a single individual. When you are wrestling with some conflict in
your thinking and are unable to resolve it.

Intragroup – a conflict
within a team where multiple people are in conflict or taking sides
in an interpersonal conflict, which then infects the entire
group

And Intergroup – when
there is a conflict between different groups – say between your
sales team and your maintenance team.

A conflict is a disagreement that becomes
protracted to the point of inaction. The disagreement stops being a
disagreement – ie: something rational we can talk about and work
out. And starts becoming personal.
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Chapter 7: Rational Discussion vs. Irrational
Conflict

In order to understand how to use behavioral
science to help us resolve conflicts, we first need to recognize
that not all conflicts are rational.

If they have progressed to the conflict stage,
what is happening is probably anything but rational.

One of the reasons what is happening is
irrational is because when we are in conflict, we tend to think
tribally. We view people who are different and who disagree with us
as “other”. This can happen for many reasons. Maybe we just do not
like the other person or groups of people, so we label them
“other.” Perhaps we just respond negatively to the suggestions of
the other person. Or, maybe, we don’t respect that person at all...
if we ever did. It could be that when we don’t get our way,we
revert to tribal thinking.

Tribal thinking is instinctual. It’s the
non-conscious assumption that our tribe is safe and good; whereas,
the other tribe is dangerous and scary. We all do this. It is hard
wired into our brain and we have to actively work around our
tendency to label people as “other.”

It is easy to see why tribal thinking interferes
with disagreements and conflicts. If they don’t agree with us, they
must be other – ie: not in our tribe.

When we label someone as “other” and our tribal
instincts kick in, we don’t view them as fully human. So we don’t
respect them as we do members of our tribe. They are “other” and we
view them and everything they do as suspicious.

The other problem is when tribal instincts kick
in, a moral dynamic starts playing out. We believe our tribe or
team is good and the other is bad. This is evolutionary thinking.
It’s instinctual and very hard to combat. The result though, is not
just a lack of respect for those deemed to be other, but a view
that the other is immoral and that fighting them is therefore
“just.”

For obvious reasons, this is really problematic
in a work environment. First, it makes resolving the conflict very
hard to do; and second, since everyone is working for the same
company, everyone should be on the same team or tribe even if they
are in different working groups.

Sometimes, the conflicts arise from insecurity.
If one person doesn’t feel respected, they will often project that
lack of respect onto others and then their tribal instincts kick in
and exacerbate the problem.

The common theme in all of this is a lack of
respect. This lack of respect can be either perceived or actual,
along with the view that the other person is “other” (in a tribal
and therefore moral sense).

This is why most conflict management programs or
techniques involve helping the parties involved in the conflict
move past their instinctual tribal thinking to bring the “other”
into the tribe of those we view and treat with respect.

Until that happens, you won’t be able to resolve
the conflict.

This is why Humanism is so critical to
management functions. Humanism helps us see “others”, including
others who are complete and total jerks, as fully human, part of
our tribe, and therefore worthy of basic levels of respect.

Humanism helps us overcome our tribal thinking
and insecurities so that we can see the other person for who they
really are, and not who our insecure tribal brain is trying to
convince us they are just to protect our own fragile egos.

My point is that conflict is rarely rational and
we need to recognize how these instinctual fears and biases impact
our thinking and how these flaws in our thinking manifest as
conflict.

They usually manifest in conflict as a perceived
lack of respect, which is self fulfilling and – contagious –
meaning – if you disrespect someone, they are probably going to
return the favor and disrespect you.

It also manifests as an unwillingness to listen
to a rational argument. The other person is evil and/or insane so I
don’t have to listen to what they are arguing because – whatever it
is – it is evil or insane. We have all thought this way. I
certainly have. More than likely, you have been the victim of
someone thinking about you this way. This occurs quite often in
politics.

This isn’t simply about a lack of respect, it’s
a disconnect that our brains do to protect us from new information
that may conflict with our worldview and our ego.

People devolve into conflict because they are
trying to protect themselves in some way.

The question is, “How do we help ourselves and
others move past our insecurities and tribal instincts so that we
can start moving ourselves out of ‘conflict’ mode and into rational
disagreement mode?”
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Chapter 8: Behavior Matters

The answer to how do we move out of conflict
mode into rational disagreement mode is that – behavior
matters.

Conflicts are a problem for 2 reasons:

1.) First and foremost – they are preventing
problems from being solved and

2.) They usually manifest in the workplace as
inappropriate behavior.

This is a behavior problem. If you fix the
behavior, you can fix the problem.

Disrespect:

Disrespect is at the heart of conflict and
disrespect manifests in a myriad of ways.

Sometimes people behave passive aggressively.
Maybe they don’t invite the person they are in conflict with to an
important meeting. Or maybe they spread rumors about them. Or maybe
they just talk crap about them and try to rally support for their
side and against the other person. Maybe they withhold information,
or set someone up for failure. Or they compete aggressively.

Sometimes this “competition” manifests as
bullying, harassment, and denigration as a way for the “competitor”
to win and the other person to lose.

Regardless of HOW it manifests, it’s not only
unprofessional, it’s harming your work; because, if you can’t
resolve problems rationally, your company has a problem.

If someone is responding to rational
disagreement by engaging in irrational conflict, then your first
goal is to stop their irrational behavior so that they can start
engaging their brain and be more rational.

When people take what should have been a
rational disagreement and engage in inappropriate conflict behavior
as a way to deal with the disagreement – which of course, doesn’t
resolve the disagreement – all they are doing is making it
worse.

To resolve the conflict, we have to change the
behavior so that we can address the disagreement at the root of the
conflict.

And … if there wasn’t a disagreement, and the
bad behavior is just that, bad behavior, we need to get it to stop,
regardless. So that’s where we need to focus our energy.
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Chapter 9: Using Science to “Tweak”
Behavior

If we want to de-escalate conflicts, we have to
stop the bad behavior that defines the conflict.

Whether it is someone yelling, or passive
aggressive withholding of information, social exclusion or even
physical intimidation, we have a behavior that is inappropriate and
preventing resolution from occurring.

To de-escalate, we need to decrease or eliminate
whatever the unwanted behavior is. The good news is that behavioral
psychologists have known how to stop and eliminate unwanted
behavior for decades now. It’s a technique called – extinguishing a
behavior.

The way it works is that you don’t reinforce the
behavior you want to eliminate.

Yep, That’s it.

You don’t punish. You don’t get angry. You don’t
get sad. You just … eliminate the reward.

Like all simple things, it’s anything but simple
to do in real life.

It’s not always clear what the reward for a
behavior is. It isn’t always clear how we are
feeding a behavior that we don’t want in someone else. This is
about taking responsibility for our own behavior first and
foremost, and most people don’t want to do that.

There is also some trickiness to this because,
even if you manage to eliminate the reward, all you have really
done is start the “behavioral extinction” process.

The hard part is continuing to eliminate the
reward when the person behaving badly tries other clever ways to
get their way.

Think about it like this:

A person is behaving badly because – it works
for them
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