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Introduction
Conflict management is simply the ability to identify and manage conflicts sensibly, fairly and effectively. Conflicts usually arise from perceived incompatibilities or disagreements due to diverging opinions, objectives and needs.
Conflicts can occur in both formal and informal settings, especially in these competitive times, so it is crucial for a functional member of the society to understand how to identify and resolve them when they inevitably happen. 
There are different techniques that can be used depending on the type of conflict at hand. It could be relational based, performance, process or task-specific based, inter-organizational or intra-organizational. Khun and Poole (2000) classified the approaches as either distributive or integrative; the former focused on distributing a fixed number of positive outcomes between warring parties, and the latter as focused on integrating the opposing needs of the parties to create the best outcome for all involved.
Body
Before going into the different tips and techniques that can be used in conflict management, it is important to note that understanding personality styles plays a major role in understanding conflict. People have different attitudes and ways of approaching and handling matters, therefore this insight will help to guide the conflict manager on how to relate to the different types of personalities being showcased. While there are several different personality types and traits, understanding the strengths and weaknesses of the four major ones, would help a great deal still, in generally identifying different personalities.
The 4 Major Personality types
1. Choleric: Ambitious, passionate and highly competitive but is also stubborn, easily angered, intolerant and a workaholic,
2. Sanguine: Fun-loving, friendly and charismatic but is also impatient, self-indulgent, a procrastinator and gets bored easily.
3. Melancholic: Creative, dependable, organized and independent but is also anti-social, quite skeptical and usually detached.
4. Phlegmatic: Calm, caring, sincere and observant but is also shy, passive and easily hurt.
Based on the character highlights above, it is clear that different things could make different people tick, both positively or negatively. It also provides a clearer of why conflicts unavoidable. For example, it is a no-brainer that someone who is very competitive and short-tempered would easily have a work or relational clash with ones who is selfish, enjoys having fun and procrastinates often. However, this is something we must accept because the strength of a team is different people with different perspectives and different personalities.
Advanced Listening Skills as a tool for Conflict management
Advanced listening goes beyond just hearing the words being spoken by another person. It involves seeking to understand the meaning and intent behind the words and becoming an active participant in the conversation without interrupting imposing or judging. It also means being able to understand and read non-verbal communication cues such as body language, tone of voice and facial expression.
Here are some of the reasons why advanced listening is a necessary skill in conflict management:
· It shows that you respect them and value their point of view, even if you don’t agree with them.
· It creates a positive and constructive atmosphere that helps you to concentrate, understand, recollect and respond appropriately to what is being said in the conversation.
· It demonstrates empathy.
Conflict Management Styles
It is natural for one to expect that all conflict would come to a resolution, but sometimes that is not the case. That is why it is more realistic and productive to focus one’s energy on managing the situation, than resolving it. According to Thomas-Kilmann Conflict Mode Instrument, there are five different styles of conflict management, namely:
1. Accommodating: This style puts the other party’s needs or concerns above your own. This usually happens when you are in the wrong and you just want to maintain peace, so you give in to their requests or point of view.
2. Avoiding: This is when you evade the conflict, not wanting to pursue your needs or the needs of the other party. This style could work when the cause of conflict is trivial, therefore you want to avoid the awkwardness or being met with possible resentment.
3. Compromising: This is when you try to find a solution that is slightly favorable to all parties, therefore, no party is fully satisfied. This usually happens when there is a deadline for a decision and the ongoing decisions proved somewhat futile.
4. Collaborating: This style aims to find a win-win situation for both parties. This is the best approach when there is an important relationship between the parties, therefore everyone’s interests have to be well represented.
5. Competing: This is when a firm stance is taken in refusal to consider the perspective of the other party. This style can be adopted when you are trying to stand up for your human rights or morals or you need to end a long-term conflict.
Case examples of Conflict management
1. Avoiding a trivial argument: The customer is always right — at least, that's what the customer thinks. Customers like to be right and aren't easily swayed when your business tells them otherwise. Even if the detail is trivial, customers will take the time to argue their point, which negatively impacts their customer experience. 
This type of situation occurs regularly with technical support teams who deal with complex or intricate products. Customers will call support lines claiming a product or feature is broken, and the rep will find that the customer simply wasn't using the tool correctly. Support reps will ask customers if they tried following the recommended troubleshooting steps, and customers, thinking the rep is being redundant, will say they have. However, when they go through the steps with the rep, they realize the mistakes they had been making all along.
Whenever a customer claims your product or feature is broken and you know it isn't, the best conflict management approach is avoidance. If your product isn't broken, then there's no need to waste time arguing with the customer over whether or not they completed specific troubleshooting steps.
Instead, go through the steps with them and show them that the product works. The customer will be smart enough to realize that user error may have played a more significant role than they had initially thought.
2. Collaborate with willing customers: The best resolutions to conflicts are the ones where both parties benefit without having to give up anything else in return. These situations are ideal for building customer loyalty but can be difficult to create and recognize. When your company finds opportunities to collaborate with your customers, it's important to capitalize on them and develop mutually beneficial relationships.
A real-life example of collaboration is the HubSpot Ideas Forum. This site operates as an open forum where customers can propose new ideas for HubSpot products. Users can upvote each other's ideas and comment on them to further emphasize a point.
HubSpot's developers closely monitor this forum to discover new ideas for product development. If they find an idea they like, they can mark the post to let the community know that the feature is being considered.
This collaboration benefits both HubSpot and its customers because both sides are profiting from the website. The customers have an outlet to voice their continuous needs to the business and potentially receive new products, and HubSpot can collect customer feedback and use it to create effective products and features. As a result, both sides are gaining resources that help them achieve their goals without having to sacrifice anything in return.
Negotiation
Delving deeper into conflict management, is a skill known as Negotiation. This skill is crucial when the stakes of the conflict are very high, for instance, government peace talks, distribution or sharing of family property, hostile takeover of a company, divorce settlements, hostage negotiations, etc. These types of situations would usually require a professional which could be a lawyer, legislator, diplomat, broker, etc.
Types of Negotiation and when to use them
1. Integrative Negotiation: When the parties involved in a negotiation have an important relationship that they value, it can be a good idea to explore outcomes where everyone gets what they value most. In such cases, an integrative approach, where the goal is to find a win/win solution, is probably appropriate.
2. Distributive Negotiation: This is used when two (or more) parties are trying to claim the maximum amount of profit or benefit for themselves. The focus is on individual gain—both parties want to get as much as they can and neither is interested in giving the other party what they want. Someone will inevitably lose and someone else will gain as a result. These competitive interactions occur when the interests of the parties are incompatible.
There’s a quote by J. Paul Getty that says “You must never try to make all the money that’s in a deal. Let the other fellow make some money too, because if you have a reputation for always making all the money, you won’t have many deals.” This also serves to convince me that just like with minor conflict management scenarios, even when negotiating in instances where the stakes are high, the Integrative style is mostly the best approach.
Case examples of Negotiation
1. Alec Guinness & Star Wars: Sir Alec Guinness, best known for his role as Obi-Wan Kenoby in the Star Wars Trilogy, was originally reluctant to take the role. In order to consider it, he requested that the film studio double their initial offer of his salary and that he would be excused from any promotion for the film. He also asked for 2% of the royalties paid to the film's director, George Lucas. Lucas agreed and even raised the amount to 2.25% following the success of the film. This led to Guinness taking in roughly 0.45% of the total box office revenue. This might not seem much, but given the cultural monolith that Star Wars has become, it is not difficult to see how this extra clause ended up netting Guinness several extra million.
2. USMCA: In 2017, the US government and President Donald Trump expressed dissatisfaction with the existing North American Free Trade Agreement (NAFTA) and asked to renegotiate terms with Canada and Mexico. NAFTA came into effect in 1994, and the Trump administration was concerned that it no longer suited the modern goals of each country. After several years of negotiation – covering a diverse range of topics such as labour standards, environmental protections, and intellectual property, to name a few – each country ratified the new agreement. The US Congress, Canadian Parliament, and Mexican Senate all had roles to play in the ratification of the new deal before the United States-Mexico-Canada Agreement (UMSCA) officially became policy across all three countries.
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Conclusion
Everyone should learn how to negotiate, regardless of their role, as they will have to pull on these skills at some point in their lives. You may not even have to negotiate in the office often, but may instead find yourself having to negotiate in your relationships or when dealing with other business men.
In business, employees who know how to negotiate can add real value to not just their organisation as a whole, but their role within it. Anyone who wishes to progress as far as they can within their career will need to have a few negotiation strategies by their side whenever they find a new contract coming their way. Negotiation skills can also help resolve issues and provide creative solutions.
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Negotiation Types:
Comparison

Distributive v Integrative Negotiation

Characteristic Distributive Integrative

Outcome Win-lose Win-win

Motivation Individual gain Joint & individual gain

Interests Opposed Different but not always
opposite

Relationship Short term Long-term or short-term

Issues involved Single Multiple

Ability to trade-off Not flexible Flexible

Solution Not creative Creative
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