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Index

Abusive client, 145. See also

Angry client

Active listening, 140–142, 146,

165, 170, 208

Adult learning theory, 222–223

Anger, regulation of, 16–17

Angry client, 135–150. See also

Client

feelings about, 148

game plan for, 148

negotiable items, 147

nonnegotiable items, 146, 147

past experience with, 147

positive changes with,

149–150

situation of, 147

transformation of,

148–149

Attacking conflict management

style, 56

consequences of, 56–57

variables regarding, 58

Avoidance of conflict, 8

Balance, 126

Baruch Bush, Robert A., 222

Behavior, win-lose, 209–211

Blame, responsibility and, 5, 18

Blame game, 33

Boss. See also Manager

bullying, 169–186

causing conflict, 26–30

micromanagement by,

151–168

moody, 28

‘‘my way or the highway,’’

27–28

power of, 155

Boundaries, setting of, 142–143,

145

Bruyere, Rosalyn, 223

Buddhism, 223–224

Bullying boss, 169–186

feelings about, 181

game plan for, 181–183

negotiable items,

177–179
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Bullying boss (continued)

nonnegotiable items,

179–180

past experience with,

180–181

positive changes with,

183–186

situation of, 176–177

transformation of, 183

Career advancement, 217–220

Challenge

angry client, 135–150

asking for raise, 65–80

dealing with partner, 81–96

mediation, 111–133

micromanaging boss, 151–168

speaking up, 97–110

standing up to bully, 169–186

troublemaker, 187–203

Changes in behavior

incremental, 213

positive. See Positive changes

Chaos, need to delegate and,

29–30

Chosen one, 23

Client. See also Angry client

angry, 135–150

never satisfied, 25

Code, dress, 6–7

Colleague, dealing with, 81–96.

See also Partner, dealing

with

Combativeness, rewarding of,

16

Communication, electronic,

190

Compensation, asking for raise,

65–80

Compensation plan, win-lose,

14–15

Compensation system, noncash,

16

Competition, healthy,

113–114

Compromising conflict

management style, 56

consequences of, 57

variables of, 58

Conflict

among staff, 193–195

avoidance of, 8

boss causing, 26–30

constructive, x–xi

culture and, 6–13

cyclical nature of, xi–xii

destructive, ix–x, 5, 7, 13–19,

113–114

Conflict management

linear, 5–6, 11

problems with, 4–5

questionnaire about, 53–55

styles of, 51–61

Working Circle and,

60–61. See also Working

Circle
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Confronting conflict

management style, 56

consequences of, 57

variables regarding, 58

Corporation, male-oriented, 8–9

Coworker

dealing with, 81–96. See also

Partner, dealing with

types of, 19–26

Creativity

encouragement of, 11

loner and, 21

Culture. See also compensation

entries; Reward

conflict and, 6–13

joking and, 9

noncommunication in,

211–212

use of expletives in, 209–210

win-lose behavior in, 209–212

Cursing, 209–210

Cyclical nature of conflict,

xi–xii

Decision making

linear, 12

masculine model of, xii–xiii

nonlinear, 11

pleaser’s difficulty with, 22

Delegating, inability to, 20–21,

29–30

D’Estree, Lopon Claude, 223

Destructive conflict, 5, 7, 13–19

Deutsch, Morton, 222

Dominance, 8–9

Dress code, unwritten, 6–7

E-mail

all capital letters in, 191

and conflict, 74, 101,138,

153

response to, 192

tone of, 190

uses for, 190–191

Emotional reaction to situation,

42–44. See also Feelings

Empathy, 140–141, 145

Ethics, speaking up and,

97–110

Excuses, 25–26

Expletives, use of, 209–210. See

also Cursing

Fear, sharing of, 29

Feelings about a situation,

42–44

angry client, 148

asking for raise, 72–73

bullying boss, 181

dealing with partner, 93

evoked by rumors, 43–44

in masculine-oriented culture,

207

mediation, 125–127

micromanaging boss, 162

troublemaker, 199
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Feminine culture,

noncommunication in,

211–212

Feminine qualities, 9. See also

Masculine-Feminine

Continuum

Fight or flight, 174–175

Folger, Joseph P., 222

Frustration, 16–17

Game plan, 44–45

for angry client, 148

for asking for raise, 73–78

for bullying boss, 181–183

for dealing with partner,

93–94

for dealing with

troublemaker, 199–201

defined, 44–45

for mediation, 127–128

for micromanaging boss,

162–163

for speaking up, 106–107

Gender imbalance, decision

making and, 12

Gossip

by manager, 15

well-meaning, 27

Healthy competition,

113–114

Hindsight, 123–124

Hispanic worker, 176–186

‘‘I’’ messages, 142–144, 165, 170

practice using, 208–209

Incremental change, 213. See

also Change

Independent thinking, 21

Informal network, 5

Insight, hindsight and,

123–124

Intrigue, office, 20. See also

Gossip

Janus, Irving L., 222

Jewish mysticism, 224. See also

Kabbalah

Job, poorly designed, 13–14

Joking, 9

Kabbalah, 224–225

Know-it-all, 22–23

Learning from past, 24

Learning theory, adult,

222–223

Linear conflict resolution, 11

Linear decision making, 12

Listening, active, 140–142, 146,

170, 208–209

Loner, 20–21

Lying, 98

Male-oriented corporation, 8–9

decision-making in, 12

Manager. See also Boss
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anger and, 16–17

dynamic with subordinate,

153–154

gossiping by, 15

micromanaging, 151–168

moody, 28

overbearing, 169–186

pressure on, 189

skills needed by, 154

staff conflict and, 193–195

Masculine culture

feelings in, 207

joking in, 9

win-lose behavior in, 209–212

Masculine decision-making

model, 12

Masculine-feminine continuum,

60

angry client, 145

asking for raise and, 75

bullying boss, 184

dealing with partner, 87–88

for dealing with

troublemaker, 200

mediation and, 130

micromanaging boss, 164

speaking up and, 109

Mediation, 111–133

feelings about, 125–127

game plan for, 127–128

negotiable items, 120–121

nonnegotiable items,

121–122

past experience in, 122–125

positive change from,

129–133

situation in, 119–120

transformation from, 128–129

Medicine Wheel, Native

American, 223

Merger, 114–115

Micromanaging boss, 151–168

feelings about, 162

game plan for, 162–163

negotiable items, 159,

160–161

nonnegotiable items, 160

past experience with,

161–162

positive changes in, 164–168

situation of, 155–159

transformation for, 163–164

Moody manager, 28

‘‘My way or the highway’’ boss,

27–28

Mysticism, Jewish, 224. See also

Kabbalah

Native American Medicine

Wheel, 223

Negotiable items, 37–38

for angry client, 148

in asking for raise, 69–70

bullying boss, 177–179

in dealing with partner,

89–90
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Negotiable items (continued)

in dealing with troublemaker,

197

for mediation, 120–121

micromanaging boss, 159,

160–161

in speaking up, 103–104

Network, informal, 5

Noncash compensation system,

16

Noncommunication, 211

Nonlinear decision making, 11

Nonnegotiable items, 38–40

angry client, 148

asking for raise, 70–71

bullying boss, 179–180

dealing with partner, 90–91

dealing with troublemaker,

197–198

mediation, 121–122

micromanaging boss, 160

speaking up, 104–105

Norm, truth-telling and, 17

Office intrigue, 20. See also

Gossip

Orientation, unrealistic, 14

Overbearing boss, 169–186

Overlapping responsibility,

13–14

Partner, dealing with, 81–96

feelings about, 93

game plan for, 93–94

negotiable items in, 89–90

nonnegotiable items in,

90–91

positive changes in, 95–96

situation of, 88–89

transformation and, 94–95

unspoken rules for, 7

Past experience, 41–42

asking for raise and, 72–73

bullying boss, 180–181

dealing with partner, 91–92

learning from, 24

mediation, 122–125

micromanaging boss, 161–162

questions to ask about, 207

speaking up, 105–106

Planning process, 44–45. See also

Game plan

Pleaser, 21–22

Poorly designed job, 13–14

Positive changes, 47–48. See also

Change

angry client, 149–150

asking for raise, 79–80

bullying boss, 183–186

dealing with partner, 95–96

dealing with troublemaker,

202

mediation, 129–133

micromanaging boss, 164–168

speaking up, 108–110

Pot-stirrer, 19–20
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Power, 144

of boss, 155

Prejudice, 175–176

Problem maker, working for,

212–215

Problem-solving approach, 56

in asking for raise, 77–78

consequences of, 57

variables regarding, 58

Psychology, social, 222

Questionnaire, conflict

management style, 53–55

Questions, key, 32–49

how do I feel about situation?,

42–44

what has been learned from

past?, 41–42

what is game plan?, 44–45

what is negotiable?, 37–38

what is nonnegotiable?, 38–40

what is situation?, 35–37

what transformation will

occur?, 46–47

will change be positive?,

47–48

Raise, asking for, 65–80

feelings about, 72–73

game plan for, 73–78

negotiable items about, 69–70

nonnegotiable items about,

70–71

past experience about, 71–72

positive changes and, 79–80

situation of, 68–69

transformation from, 78–79

Reinforcement of training

program, 15–16

Resolution, conflict. See

Working Circle

Responsibility

avoidance of, 18

blame and, 5

need to delegate, 29–30

overlapping, 13–14

Rewarding

of combativeness, 16

of win-lose behavior,

209–211

Rules, unspoken, 7–10

Rumor, 43–44

Scoring of questionnaire, 55

Situation, 35–37

angry client, 138–139, 147

asking for raise, 68–69

bullying boss, 176–177

dealing with partner, 88–89

dealing with troublemaker,

196–197

mediation, 119–120

speaking up, 102–103

walking away from, 140

Small business owner, 29

Social psychology, 222
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Speaking up, 97–110

game plan for, 106–107

negotiable items, 103–104

nonnegotiable items, 104–105

past experience with,

105–106

positive changes from,

108–110

situation in, 102–103

transformation in, 107–108

Staff conflict, 193–194

Standing up to bully,

169–186

Stress, consequences of,

116–117

Subordinate-supervisor

dynamic, 153–154

Teaching of Working Circle,

205–215

Thinking, independent, 21

Training program, not

reinforced, 15

Transformation, 46–47

angry client and, 148–149

asking for raise and, 78–79

bullying boss, 183

dealing with partner, 94–95

dealing with troublemaker,

201–202

mediation, 128–129

micromanaging boss, 163–164

speaking up, 107–108

Troublemaker, 187–203

feelings about, 199

game plan for dealing with,

199–201

negotiable items, 197

nonnegotiable items,

197–198

past experience with,

198–199

positive changes in, 202

situation with, 196–197

tranformation of, 201–202

Truth-telling, not encouraged,

17

Unethical action, 97–110

Unrealistic orientation, 14

Unspoken rules, 7–10

Unwritten dress code, 6–7

Walking away from situation,

140

Warring factions, 112–113

Well-meaning gossip, 27

Wet blanket, 23–24

Whiner, 26

Win-lose behavior, 209–211

Win-lose compensation plan,

14–15

Withdrawing conflict

management style, 56

consequences of, 57–58

variables regarding, 58–59
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Working Circle

to advance career, 217–220

angry client, 139–150

asking for raise and, 67–80

bullying, 175–186

conflict resolution style and,

60–61

dealing with partner, 86–96

dealing with troublemaker,

196–202

defined, 10–30

explanation of, 9–13

illustration of, 34

key questions of, 32–49

in mediation, 119–133

micromanaging boss,

158–168

as nonlinear, 12

speaking up, 102–110

teaching use of, 205–215
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