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Sample Statement of Conflict Management Policy and Process

This sample Statement of Conflict Management Policy and Process provides a general statement that may be helpful when the need arises for mediating differences of opinion among members of the AFI Network Project.  

_____________________________

Statement of Conflict Management Policy and Process

Implementing an AFI network project requires the participation of many people, organizations, and community partners.  An ideal atmosphere is one of trust, respect, and cooperation, where various parties stay focused on the desired goals and outcomes of the project and work together on an effective implementation strategy.  Members of the network administering the project discuss and analyze options, express differences of opinion, and compromise to find workable solutions.  

Respectful conflict is a healthy and beneficial part of a collaborative process.  Differing perspectives can unearth creative solutions and identify emerging challenges.  On the other hand, the absence of conflict may mean that participants are not sharing their concerns or are not fully engaged and committed to group decisions. 

Conflict cannot be avoided.  Rather, the best way to handle conflict is to manage it.  Conflict that is well-managed can enhance cooperation and an environment that encourages open dialogue. Conflict that is not well-managed can lead to even more conflict, undermining the atmosphere of collaboration, causing member turnover, poor planning, and execution.

Suggestions for a Conflict Management Process 

Conflict management tools include well-written policies and procedures, effective leadership and group facilitation, diversity of membership, and mutually agreed-upon ground rules for interaction.  When these methods don’t work, groups can turn to outside mediation or, if that fails, arbitration. However, mediation and arbitration can be costly and time-consuming and should be used as a last resort. 

Establish Ground Rules 

· Ground rules guide the way members interact and communicate with each other.  Some examples include:

· One person speaks at a time.  Participants do not interrupt each other. Group processes will hear from all, including minority opinions.

· Be polite and respectful in expressing disagreements. Insults and accusations are unacceptable. 

· Share time. Give everyone a chance to speak. 

· Listen and learn from the viewpoints of others. 

· When the group is stuck in conflict, agree to stop the agenda and focus on creative ways to resolve the conflict. Focus on the specific conflict.  This may require exploring the origins of the conflict, such as underlying differences about funding priorities or IDA project policies and procedures that are not working.  Every member has a responsibility to help manage and resolve conflicts.

· Record agreements in writing and make these transparent.  Abide by the solution.

· Use written policies and procedures to lay out a conflict management process for addressing issues that can’t be resolved in a regular meeting. 

· Designate someone to monitor group interactions for compliance with the ground rules.  This will usually be the chair’s role. 

Do Not Avoid Conflict 

Conflict is okay in a group, so the best thing to do is to acknowledge that it exists when it comes up.  When it does arise, try to focus on the interests and concerns underlying the specific conflict.  What are the underlying issues or concerns being expressed?  By addressing these underlying issues or concerns, it is easier to come up with a solution.  In cases where the conflict is personality-driven or is not part of the group’s mission, be prepared to clarify for members that such conflicts cannot be addressed by the group.  

Prepare Written Policies and Procedures 

Written policies and procedures should outline how to handle conflicts that cannot be resolved during regular meetings.  They should specify, for example: definition of a conflict, steps to take in resolving a conflict, definition of an irreconcilable conflict, and steps to take when conflicts cannot be resolved (e.g., mediation, arbitration). 


Adapted from Managing Conflict. Chapter 6. CARE Act Title II Manual (2003). HHS, Health Resources and Services Administration. Accessed 7/07 at http://hab.hrsa.gov/tools/title2/t2SecVIChap6.htm
Mediation and Arbitration





In those rare cases when the group cannot resolve a conflict, it may need to turn outside the group.  Here are the standard options:





Mediator.  A mediator is an unbiased third party experienced in conflict resolution techniques. The mediator does not decide but rather walks the parties to the conflict through a process so that they can achieve consensus and resolve the conflict.  





Arbitration.  This step is used when mediation fails.  A professional arbitrator holds a formal hearing and acts as a neutral party. All parties to the conflict agree to abide by the arbitrator’s decision. 
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