TEAMS: Communication & Conflict Resolution
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WHY DO WE WANT OR NEED é 3
TEAMS? DENVER
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What an effective team looks like.

Some of the tools that can be used to
provide teams with the skills they
need.

The importance of commitment and
member conduct.

Conflict resolution, communication
skills and problem solving.

How to identify and deal with
challenges that arise, and how
proactively approach some of the most
common problems associated with
teams.
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“We must indeed all hang together,
or, most assuredly, we shall all hang § 3
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EXAMPLE: ENRICHMENT

| DENVER

M ZOO |

COMMITTEE

15t Meeting:
— Open attendance

— What do you want to get out of this committee?
 Define the purpose?
* Improve communication between divisions
« Share knowledge and ideas
o Come up with new Iideas



EXAMPLE: ENRICHMENT

COMMITTEE
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e 2" Meeting
— Mission and Vision statement

Mission Statement

A forum for presenting enrichment issues, sharing ideas, problem solving
and educating.

Vision Statement

We will fully integrate the management and staff with the goal of
broadening the concepts, theories, and practices of enrichment. This
support will allow us to draw out appropriate desirable behavior, will
stimulate emotional, physical and psychological well being in our
animals, and will create an exceptional experience for our animals, staff
and guests.



EXAMPLE: ENRICHMENT
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e 3 Meeting
— Goals for the committee
« 1. Identify enrichment goals around the zoo
« 2. Discuss zoo-wide enrichment challenges...

3. Research and make suggestions and recommendations for new
enrichment initiatives around the zoo.

» 4. Facilitate zoo-wide understanding of what enrichment is, and how it
benefits the staff, animals and visitors

« 5. Evaluation of Visitor’s experiences with enrichment. (Future)
— Action items start to facilitate goals:
 Suggestion boxes — there will be one in keeper sign-in room.
* New Enrichment Journal on Q: Zoop / Behavior / Enrichment Committee
« Continue to note enrichment and behavior observations on Tracks
» These issues will be put onto the agenda for the next meetings.



Stage Two: STORMING
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This Is where
your best work
IS produced!

Can use more
supportive and
delegating
management
styles
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BREAK...KIND OF...

e Take survey, circle Aor B

 Circle your answers on the scoring
sheet

 Add up the number of circled answers
In each column



CONFLICT: Why is it Good?

What 1s Conflict?

It Is Inevitable

It brings problems to the table
Often helps people identify and
clarify their goals

Can help people clear out
resentments and understand points
of view
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Learning to think about it as a
positive thing can make conflict
management more comfortable.

Conflict metaphors:
Wilmot and Hocker, 2001




CONFLICT, PERSONALITIES,
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 Myers — Briggs (Personality
preference inventory)

e DISC Assessment

e Thomas- Kilmann Conflict Mode
Instrument



DENVER

N Zoo |

Myers-Briggs Type Indicator

Should be given by Trained Administrators, but:

Quick MBTI inventory (can be done on paper too)

http://www.saleshelp.com/assessments/PersonalityStyles
Inventory/PerStylelnv.html

Optional: Another site with more information if you are
Interested:

http://www.personalitypathways.com/type inventory.html



http://www.saleshelp.com/assessments/PersonalityStylesInventory/PerStyleInv.html�
http://www.saleshelp.com/assessments/PersonalityStylesInventory/PerStyleInv.html�
http://www.saleshelp.com/assessments/PersonalityStylesInventory/PerStyleInv.html�
http://www.personalitypathways.com/type_inventory.html�
http://www.personalitypathways.com/type_inventory.html�

-/__..ﬂ' ‘~.;-:.I

| DENVER

ZOO |

Extrovert VS.
How you are energized

INtuitive VS.
How you take in and process data /

Feeling VS.
How you make decisions

Judging VS. ¥

How you prefer to live your life — day to da
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Developing a Personal Conflict
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Strategy - BRE

For your own use (these do not need to be shared).
» The strategy you most often use / most comfortably:
» The strategy you use least often / least comfortably:

» Think of 3 most recent conflicts in which you have been involved, or you have
W|trr1]essed (Whether managed well, or not' well). Now answer the following for
each:

— Describe the conflict.

— Which strategy was used?

— How effective was it?

— What strategy should have been used and why?

» Choose one person with which you have had a conflict that was not resolved well.

— Describe the conflict.

— Which strategy was used?

— How effective was it?

— What strategy should have been used and why?

» How are you goinP to change the way you approach this type of conflict in the
future? (Make a plan)




Conflict Language: Anger
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State the anger:

Distinguish between acknowledging it, and venting.
Work to find the stimulus of it: it won’t just go away.

Perception? Incompatible goals? Ego? History?
Competition for resources?

Accept the anger:

Acknowledge the person’s feelings, clarify the specific
behavior involved, invite the other to join you in resolving
the conflict.




Conflict Language: Constructive
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Interactions

* Explore assumptions, and LISTEN

* Develop an objective description of the
conflict

e Glve up persuasion in favor of exploration

* Look critically at all sides — all have
strengths and weaknesses.

* Express intent to work together.
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COMMITMENT

* Before any of this works, the members need to
buy In to the idea, and agree that this is a goal,
otherwise, there is not any reason to change
their behavior — there will be no meaningful
conseguence, positive or negative.

|t can be a stated job duty.
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Managing UP

* “Managing your Boss” by John J. Gabbaro and
John P. Kotter.

“If you forge ties with your boss based on mutual
respect and understanding, both of you will be
more effective”



OTHER RESOURCES
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There are countless resources that deal with conflict,
communication, management, teams...

Find what resonates with you — and use that.

Some further examples of ones that resonate with me follow:
7 Habits of Highly Effective People
FYI: For Your Improvement
First, Break All the Rules



RESOURCES & REFERENCES
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 Interpersonal Conflict, Wilmot and Hocker

« The Five Dysfunctions of a Team, Patrick Lencioni
— QOvercoming the 5 Dysfunctions of a Team. A Field Guide.

« First Break All the Rules, Buckingham and Coffman
— Now, Discover your Strengths

. FYIl: For Your Improvement.

« Whale Done. Blanchard, Lacinak, Thompkins, Ballard

« The Seven Habits of Highly Successful People, Stephen Covey.

« The Big Book of Teambuilding Games

e The Big Book of Motivation Games

« The Team Building Tool Kit. Deborah Harrington-Mackin

e Others...
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Contact Info
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Andrew Rowan, Strategic Initiatives Coordinator, Denver Zoo:
arowan@denverzoo.org

Molly Kainuma, Toyota Elephant Passage Keeper, Denver:
mkainuma@denverzoo0.0rg

Mike Murray, Associate Curator, Cleveland Metroparks Zoo:
murray52@gmail.com
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