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         “This book offers many tried and tested approaches to ensure that conflicts are managed so that they are positive and creative rather than a process of discrimination.”
SIR JOHN HARVEY-JONES
         
 
         “Your Conflict Resolution Workshops have given staff a greater understanding of themselves. Consequently we now have much improved relationships within the company and with our customers.”
DAVID CARTER, MANAGING DIRECTOR, SIEMENS
         
 
         “Conflict resolution is a big part of my work. The techniques and skills in this book have helped me and my team, freeing up precious time for us to be more productive.”
RICHARD SHEARD, CHIEF EXECUTIVE, SALISBURY DISTRICT COUNCIL 
         
 
         “The is the best on communication, leadership and understanding people I have ever seen, and believe me, I have seen a lot.”
A. ROBBINS, TRAINER
         
 
         “This readable and accessible book looks at how to resolve conflict, and how to avoid it in the first place.”
THE TIMES
         

      

      
    

  
    
      
         
         
 
         
            Preface

         
 
         Our differences define our uniqueness – nationality, culture, gender, beliefs,  values and our behaviours. From a very early age, we are aware of those  differences, with siblings and peer groups. We may have different abilities,  talents, and levels of attractiveness or interest. Those differences define  mankind, allow progress and contribute to the dynamics of the world.
 
         We are also aware that those differences contribute to conflict in our world.  Each of us is likely to experience some degree of conflict, be it personal,  professional, national or international.
 
         Why is it that the very essence of being human contributes directly to the  varying degrees of unhappiness, distress and destruction?
 
         Each of us has our own unique window on our world, fashioned by our  socialization and our place in history. We have our own needs, defined by  our values and beliefs. When needs are not met, or are denied to us, we  are in conflict.
 
         This book offers an understanding of the nature of conflict and structures,  which enable the reader to negotiate a solution.
 
         It aims to remove the mind-reading syndrome, which often accompanies  conflict, and to replace it with open communication, trust and respect  and a simple structure, which allows all parties to reach the magic of  win–win.
 
         Shay & Margaret McConnon 
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