Chapter 9

ther guys at the party last night.
much as you were drinking,
pusy dancing with other auys t

made me andry when you flirted wu;h :s

d even see | We>.

Maybe | was drinking pecause MY girlfri | .

pay any attention t0 me- be I'd pay more attention toyou ! y(:y clean Up a

Did it ever occur 0 you that_miyabom graduate school and s_tart acl ing res_ponslbly?

act? Why don't you get sen::" g e i el ity
you

7 ight after : lasses.
Il do that right 86T - g for your €
always burying yourself in re.re jealous that |'m in a graduate program and you're not
U

You just say that because YOI work much of 3 graduate program.
| wouldn’t exactly call socia g N8 fession. Why don't you?

least I'm plan
;I than you have. At e
Carmen: It's more i at,ymmgbulcomplain, complain, complain. Yo y drag,
Joseph: You never

Carmen: |t takes one t0 know one-

Joseph and Carmen have a problem, ra] i
problem is that they are not handling t et s
learned enough to understand that negati

¢ | was firtin

You really
end was t00

Joseph:
I'm surprised you coul

Carmen:
Joseph:

Carmen:
Joseph:

Carmen:
Joseph:
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: language. Instead of owning his anger

onversation with you s anger,
example, Joseph lafuf'clth ﬁ;: tt:fncshe didn’t own her anger. Jqseph may a!so have misidentifieg
hi b:ahmed C"’;Zﬁ: g“;s he really’ feeling angry at Carmen, or is he hurt or jealous that she spent
what he was

more time with others than with him? et personal attacks. Furthermore, ol
Both Joseph and Carmen disconfirme ized and acknowledged th )
| perspective Neither recognize g e other's
ther of them demonstrated dual p! i ambushed the other. Carmen and Joseph
point of view. Each of them lstene t with each other. As a result, Carmen ang
pursued their individual agendas and failed to connec e climate for their relationshi 1
h's argument hurts both of them and creates a dgf_enswe climate or ‘e (e a |onshnp,
Josei)ers start their conversation again, and see how positive communication might improve things,
Joseph: | felt hurt when you flirted with other guys at the party last night, and then | felt angry,
[Joseph identifies hurt as the more basic feeling. He also owns his feelings.]
Carmen: | can understand that. | know you don't like me to pay attention to other men. [She
acknowledges Joseph’s feelings.] | got upset when you drank a lot, and | want you to
understand how | feel about that. [Carmen owns her feelings and asserts her needs
in the situation ]
You're right about my drinking and your talking with other men. | know you hate it
when | drink too much. [He acknowledges her concern.]
Well, | guess neither of us was at our best last night. | was really tired, so | probably
got more irritated than | usually would. [She shares responsibility for what happened,]
And I've been feeling kind of down because you're so focused on your graduate
program, and | can't seem to get started. [Because an affirming climate has been
created, Joseph can disclose his deeper worries to Carmen.]
I know you feel discouraged right now. [She again acknowledges his feelings] |
would too. [She shows empathy.] But you're so smart, and you'll do great once you
settle on a course of action. [She confirms him by showing that she believes in him,
She focuses their discussion on a single issue, which may allow them to address it
effectively.] Why don't we put our heads together to sort through some of the options
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important, they communicated effectively at the relationship leve] of meax:v'ns V\th;’rr{es. | sgem?‘_y
would be strengthened by how they managed thej; conflict in the second scleg- s o
Unlike Carmen and Joseph, we Usually don't get a change to go back :rizio}ed flict
we've already had. '"Ste,ad' We have to live with the consequences, which may be ; alcon :lct
Because We usual!y don’t get second chances with yr conflicts, it’é wise to ‘ hunpte i
age confllc( effectlvel.y the first time aroung. ; i o
There is no magic bu!let for handling conflict constructively. However, communication is
one of the mqst important influences on conflict ang its effect on relationshi[;s Research shows
that communication problems contribute to dissatisfaction with relationshipsv and to breakups
(Dindia & Fitzpatrick, 1985). We also know that positive, supportive communication, including
wmmumcauon_ about differences, is one of the strongest influences on long-term sétisfaction
with relationships (Caughlin & Golish, 2002: Gottman & Silver, 2000).
In this chapl?(. we explore communicating about conflict in interpersonal relationships.
We begin by defining conflict. Next, we consider principles of conflict to add depth to our
understanding of it. Third, we discuss different ways to approach conflict. The fourth section of
the chapter focuses on specific communication pattems that affect the process of conflict and
its impact on individuals and relationships. We conclude by identifying guidelines for communi-
cating effectively when engaging in conflict.

Defining Interpersonal Conflict

Interpersonal conflict exists when people in “I-You” or “I-Thou” relationships have dif-
ferent views, interests, or goals and feel a need to resolve those differences (Wilmot &

Hocker, 2006). Let’s look more closely at each part of this definition.

Expressed Disagreement

Interpersonal conflict is expressed disagreement, struggle, or discord. Thus, it is not conflict
if we don't recognize disagreement or anger, or if we repress it so completely that it is not
expressed directly or indirectly. Conflict exists only if disagreements or tensions are expressed.
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not answering the phone because you are an y
with the caller. In each of these cases, s
realize they are in conflict, and they expraed B
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as saying,

Interdependence

Interpersonal conflict can occur only betwee
people who perceive themselves as interdepen,
dent at the time of the conflict. Obviously, ye e
interdependent in I-Thou relationships with close
friends, family members, and romantic Partners
In addition, we may be temporarily interdepep.
dent with people in I-You relationships, w; &
would include people we know only casyy
For example, Russell and Brittany meet at a Pan);
and get into a boisterous argument over politics,
Although they do not have a close relaﬁomhip,
during their conversation they do depend on each
other: Russell wants to persuade Brittany to his political views, and she wants to persuade
him to hers, In that moment, they are interdependent because each wants to change the
other’s mind and that cannot happen without the other’s cooperation. If Russell didn'’t haye
a desire to change what Brittany thinks, there would be no point in’ a-rguing with her, jf
Brittany didn't see a value in changing Russell’s opinion, she wouldn't invest the effort i
explaining her views or challenging his. Differences need not be resolved between people
who don't affect each other. My colleagues and I have different food preferences but we
don't experience conflict because we don't need to agree about food. Interpersonal conflict
exists only when it is expressed by people who have some degree of interdependence at 5
particular time.

ORE |It's kind of strange, but you really don't fight with people who don't mat-
ter. With a lot of guys | dated, if | didn't like something they did, I'd just let it go
because they weren't important enough for the hassle. But Rod and | argue a lot,
because we do affect each other. Maybe fighting is a sign that people care about
each other. If you don’t, why bother?

The Felt Need for Resolution

Conflict is more than just having differences. We differ with people about many
things, but this doesn’t invariably lead to conflict. For example, my in-laws don't like large
dogs, and we don't like small ones; my best friend likes very bright paint on walls in her
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Hocker, 2006). Act‘{all);; €ngaging in conflict indicates that people are involved with each
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underlies even disagreement.

¥ negative (Turne,

r & :
SUnderstanding Shutter, 2004), but that is a

well as others, we discuss five

n Most Western

NIt sounds funny, but the biggest thing my fiancée and | fight about is whether
it's okay to fight. | was brought up not to argue and to think that conflict is bad. In
her family, people did argue a lot, and she thinks it is healthy. What I'm coming
to realize is that there is a lot of conflict in my family, but it's hidden, so it never
gets dealt with very well. I've seen her and her parents really go at it, but | have
to admit they work through their differences, and people in my family don't.

Most of us have attitudes about conflict that reflect scripts we learned in our fami-
lies. Like Ron, some of us were taught that conflict is bad and should be avoided, whereas
others learned that airing differences is healthy. Because conflict is inevitable in interper-
sonal relationships, we should develop constructive ways to deal with it.

Principle 2: Conflict May Be Expressed Overtly
or Covertly

When we defined conflict, we noted that disagreement can be expressed either overtly
or covertly. Overt conflict is out in the open and explicit. It exists when people deal with
their differences in a direct, straightforward manner. They might calmly discuss their
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“Mine Is Worse Than Yours” is another commonly playe ga?e. dupposs You tel]
friend that you have two tests and a paper due next week, and your friend says, Y0u.think
that’s bad? Listen to this: I have two tests, three papers, and an (.)ral report all due in the
next two weeks!” Your friend expressed n0 concern for your pl}ght; rather, She. told yoy
that her situation is worse. In this game, people try to monopolize rather than listen ang

respond to each other.

a person deliberately sets anot
detail-oriented person, Ellie as

Juck My parents specializé in games. Dad likes to Se!MOm up by asking her
to take care of some financial business or get the car fixed. Then he explodes
about what she does. | think he is just trying to find excuses for blessing her out,
Mom also plays games. Her favorite is “Blemish.” She always finds something
wrong with an idea or a paper I've written or a vacation or whatever. Then she
just harps and harps on the defect. Sometimes being around them is like being in

a minefield.
“Yes, But” is a game in which a person pretends to be asking for help, but then
refuses all help that’s offered. Doing this allows the person who initiates the game to

attempt to make the other person feel inadequate for being unable to help. Lorna asks
her boyfriend to help her figure out how to better manage her money. When he suggests

Chapter 9 :

(

ashe should sp.end less, Lorng il
t ests she might work extra hou' €, by
!lct;) ny free time”” When he Mentign s
|l:l [ really like the people where | wss
?ﬂ to help ﬁn::ll)’ BVES UP in defey; :‘rh
didn'( helP me. ;
Games and passive aggression are 4.
ey are dishonest because they Camo:ﬂc:lsho
€t

They
" o disguiseq

Tespo
0‘11? eta nsr.nds,.%s, but that would cut
W “Yeg, Byer > Paying job, Lorna says, “Yes,
en, the initiatoy oft::tmues until the person try-
€ game can complain,
plain, “You
nest, i

effect;
realjsgyoe o, W3S t0 mana

; Ssues, Th,
165 almos iy

ge conflict.
€y are ineffective because,
Possible for people to rec-

s long as conflict remaing hidde
g nd resolve it.

gnizeﬂ
principle 3: Social Groypg
of Conflict Behaviorg

ural membership and o,

our cult
nd respond to conflict.

we view @

alizatiop ;
in part;
Particular socjy1 communities affect how

ultural Differences Re
Ccu]tures regard lively conflict asgaan'ding Conflict The et :
o s people routinely argue i Ormal, valyabe part of eve:;:imyl?ff M\zldltr s
. p Wra ay life. Withi
and in Arabic countries, men depy, o;.ena © 30d nobody gets ypget )(l)r angryl Ix:nFrt::z:
o
Hispamctcud s 50 regard conflict 5 opeland & Griggs, 1985). Many
n valu i . i i i
cultures te ] e emotions, conflicts are b ‘d Interesting. Because Hispanic
Some cultures regard conflict 5 i Portunities for emotional expression.

. P (VAT Nty Zog’;;al;\llly destructive and members of those cul-
) - Many Asian cultures adof i
pt the view that

conflict is destructive. Yan Bing 7hap Jak
D i WA [ranscrip(gs ¢ : l}']lflrwood, and Mary Hummert (2005) asked

worker. Older participants favored 4 acco
pr oblem-solving style (assertive and Cooperative)
relational harmony) or perceived the tyo st Iee
participants alike had less positive perceptiorls :
2 disrespectful of others, and the competin; ;
with conflict. In contrast, many Westemersg
Nussbaum, 1996). ;

is enjoyable (C
bot normal an

toan accommodating style (emphasizes
as equally desirable. Older and younger
f!h'e avoiding style, which was perceived
(driven by self-interest) style of dealing
refer the competing style (Bergstrom &

Mainstream culture in the Unj ;

so many Westerners are competit?\lrtee:nS(;?:lstxz;:ﬁ?:::zjz a'sse(r “ve:ess o
nal societies, geople have less individualistic perspect%ve: ;r:ldoa::a Ier& lhl: r1T10f€ ; o
winning conflicts (Tnng-Toomey, 1991; Van Yperen & Buunk, 1991§SSSi;n?ly lm e
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& VALAYA One of the hardest adjustments for me has been how Americans
assert themselves. | was very surprised that students argue with their teach-
ers. We would never do that in Taiwan. It would be extremely disrespectful. |
also see friends argue, sometimes very much. | understand this is a cultural
difference, but | have trouble accepting it. | learned that disagreements hurt
relationships.
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Sexual orientation doesn’t seem to be 2 major influence on how people see ang
deal with conflict. Caryl Rusbult and her colleagues (Rusbult, Johnson, & Morroy,
1986a; Rusbult, Zembrodt, & Iwaniszek, 1986b; Wood, 1986, 1994b) report that, in thej
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Research indicates that race-ethnicity is related to conflict styles and to interpreta.
tions of them. Terri Orbuch and Joseph Veroff and their colleagues (Orbuch & Eyster,
1997; Orbuch, Veroff, & Hunter, 1999) report that open, verbal arguing is more often
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Orientations to Conflict

We've noted that conflict can be managed in various ways, some more effective than
others. We now look at three basic orientations that affect how we. approach conflict
situations, In the next section of the chapter, we’ll see how these different 'approaches
shape our patterns of communicating during conflict. Each way ?f approaching conflict
is appropriate in some relationships and situations; the challenge is to know when a par-

ticular approach is constructive.
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nds to be self-perpetuating, ;- in t "ing, because Negative communication

™ can trigge

comes: Egocentrism leads to poo, listening \p.
d 1C]

Jefensiveness: which stokes dogmatism, whi
sinking, which pave the way for gy o *
fceds into the overall. negative systen, Un,
negative climate, which makeg

it almogt
viduals, or nurturea relationship,

a domino effect of negative out-
i lea(i’:’;??&s disc9nﬁrmation, which fuels
atizing By osule.mmd reading and kitchen-
Pmduct-ive C] negallYe f(?rm of communication
impt)ssible Ctommumcauon fosters a defensive,

© resolve conflicts, confirm indi-

constructive Conflict Communication

Constructive communication duri

The Early Stages 4Th€ foundation of constructive
lished long before a specific disagreement i aired. Clima
of conflict and of the overall relationship, sets the tone fo,

Once an argument is starting, it’s critica] to start
we noted when discussing unproduct;

management of conflict is estab-
te, which is the foundation both
T communication during conflict.
it productively. Remember what
1 1ve conflict: The first three minutes of an argument
may be the most important becayse they establish the foundation for what will follow
(Parker-Pope, 2010a). To establish a good climate, communicators confirm each other by
recognizing and ackn‘f)wledging each other’s concerns ang feelings. Returning to our exam-
ple, when John S, T 'want us to spend more time together” Shannon could confirm him
by replying, “T wish we could, too. Its nice that You want us to have more time together.”
Shannon’s statement communicates to John that she is listening and that she cares about
his concerns and shares them. After she says that, their discussion might go like this:
John: Yeah, it just seems that we used tos

pend a lot more time together, and we felt
closer then. I miss that.

Shannon: I do, too. It sounds as if what's really on your mind is how close we are, not spe-
cifically the amount of time we spend together. Is that right?
John: Yeah, I guess that is more what's bothering me, but I kind of think they’re
connected, don't you?
Shannon: To an extent, but we won't feel closer just by spending more time together. I
think we also need some shared interests like we used to have.

John: Id like that. Do you have any ideas?

Managing Conflict in Relationships
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Let's highlight several thingg ;
First, notice that “\i;
Shannon responds directly to ]°hn"s When
ing statement, 'he el:\.borates and ), e
what 1S troubling .hlm. Insteaq o
or se, the issue is closeness, Ligte. e
e Shannon picks up on g, |
their conversation qp
should also notice that Sh: Osq.
d read; instead, she N ';n;.n
o]

conversation.

is o 8
refocuses
ness. We

doesn't min
whether she has understood whap
meant. When he asks Shannon Whethe, he
|
e

thinks time and closeness are relateq
shows openness to her PercePlions;)tﬁhh
he confirms her and doesn’t ming us
The openness they create clears thq
for effective discussion of how to incrway
stablished, the couple can proceeq mease
fighting each other but working tOget;l:e

T

3

l‘ead

ive climate i ©

upport
PP not

their closeness. Once a S
knowing they aré

middle stages of conflict

to solve a problem. el
sitive groundwork laid in the early phase of confl
(3

i tages 1he po : ;
;::or?:l ;:;l:a:pensg as people dig int0 issues. The_l';'fddli :lacghei :\zf()clsz:‘sl;uc"lve Confligy
are marked by what Gottman (1993) calls agenda bii ':g‘n R haymg focuseg
on the main issues. When partners keep communicatio’ get, Kitc en-slnking %
unlikely to derail discussion-

Side issues may come Ups
learned to communicate effectivel

0 in unproductive conflict, but people whe B
ol digressions and stay with their agend, One
+ Une

useful technique is bracketing, which is n.oting that an issue arising fn the courge of
conflict should be discussed later. Bracketing allOV_\’f partners “_’ conﬁ.rm each Othery
concerns by agreeing to deal with them later. In addmor_n, bracke.tlng tOI"lCS Peripher,) T
the current discussion allows partners to make progress in resqlvmg the immediate issue.
To bracket a topic, a person might say, “That’s an important point, and,we need to diSCus;
it. If we deal with it now, we won't be able to stay focused on what we're diSCussing ol
Could we agree to come back to this late i

During the middle stage of constru

as they d
ly contr

oS

ctive conflict, communicators continue to show
respect for each other by not interrupting except to get clarification (“Before you ol
could you explain what you mean by closeness?”) or to check perceptions (“So you think,
time together leads to closeness?”). Unlike disruptive interruptions, those that clar;
ideas and check perceptions confirm the person speaking by showing that the listener
wants to understand the meaning.

Parties in conflict continue to recognize and acknowledge each other’s point of viey,
Rather than cross-complaining, they acknowledge each other’s feelings, thoughts, anci
concerns. This doesn’t mean they don’t put their own concerns on the table. Constructiye
conflict includes asserting our own feelings and needs as part of an honest dialogm3
Honoring both others and ourselves is central to good interpersonal communication, ;

The Later Stag In the culminating phase, attention shifts to resolving the
tension. Whereas in unproductive conflict this involves meeting proposals with counter.
proposals, in constructive conflict people continue to collaborate.

Keeping in mind that they share a relationship, they continue using dual perspective
to remain aware of each other’s viewpoints. Instead of countering each other’s proposals,
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 engage in contracting, yp,;
they nce of parts of proposa] frl:‘; builg i

s :
1
eptd i
ucutifs’"]usumed in this example, differecq ; tulution through
; 1 o b
glfumcrproposnls Ween coyp °'P'°:§§f,"““‘;" and the
S and contract-

John: I want us to spend 3 nights
a

non: 1 can't do that righy p, doing ¢p,:
ShanT ights. Geta holg;b OW becayge e & things together
Y S0 you arent b: Ort-hangeq At
ed work, and | i
£ am filling in

John: ;t:;]:::;iizf!red SNt the same el
ghannon: 1 told you. Tcanlt do thyy 1y
John: Aren’t we as important 4 i
That's a stupid Question, | ¢,

"tbe 50 sefgy
ghannon: Sl

't take 3 ,,:
; n
Contracting "8 off Lets take more vacatio
ns.

hn: Iwantustos i
¢ I'm all for th pezd > PI8HS 2 weel doing
r that, but righy 8 things to,

! 3 gether,
your idea but ity to'::w'were short~handed t -
and expand that ey y job? Maybe we cvulda twork. How about if we use
; : : start with 1 night
John: Okay, that's a start, by; ould we lsg ght each week

Teserve some

hannon: ‘That's a good id ,
¢ on weelinds lu::i Iv:,e:;?l
e € some ney people. Whatl'“e how much I'll have to work
8 10 spend together h PR g pumelyes
John: Okay, that’s a good backy “hen my office is back at full stafi?

z P plan, by
work? tcan we take weekend time when you don’t

Shannon:

Wweekend ti it
an o, i ime for us?
0 that. [ just cany bes s

shannon: Absolutely. How aboyt 5 p;

In the counterproposal scenari
way. Neither tried to idennfy “::LIO[;]]Ohn and Shannon were competing to get thei
round. Because each adopts a winil ¢ Parts of the other’s proposals orgto fxi;idtcz;;own
and the relationship will be losers, A i view of the conflict, it's likely that both of ll:on
e B Sario Neithi paas - A very different tone shows up in the d e
: Presses personal need P second, contract-
on the other’s proposals. 5, and each is committed to building

Igt;)ueeatll the time, and we never got anywhere,
L wim our own way, and we weren't paying
Into family counseling, and we learned

me. We still argue a lot—| hsi
; ] guess we always will—but now it's m i
ow it's more like we'
working things through together Instead of trying to tear each other down >

Spe.cl‘ﬁc differences between unproductive and productive conflict can be summarized
as tht_e difference between confirming and disconfirming communication. Communic l\‘:
t'hat is characteristic of unproductive conflict disconfirms both individ;mls and th‘ear;lan-
tionship, whereas the communication in constructive conflict consistently confirms both
people and the relationship. 4 plrts
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ills i
ment Ski ive conflict cor-nmur}ncaucm highligh
ve and unproduc hasized in previous ‘hi’ipte.rs_ This : 1l
mp) Kills that rely on effective ‘"‘Q'Persoz al

i
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Focusing on the col ¥
because it neglects a ma) { dpg .sa
elationship-level meanings a.ve i oy
: i ONSIVE, S
being resp
teacher)? Is he

it is not ! epeng
i enitielILE nitor the relationghy
elationship betwe jmportant to mo! - p le
suggest about the r s conflicO® Its equallyl
lve this co ~
on how we reso!

: el o
t getting your way more tha
ication. Are you saying you care i)o';l:mgunicating respect, attentiye, Yo
your own communllcatlo_“-or other perSO“? Are you rally S arguing e
care about the relationship s ker perso!
cki

jority? Are you atta

or superiority?

a cowor h there is a difference of opini,
g elationship, even thoug
a i the r
Are you ffirmin; e h' :
moment? During conflict, it’s critica 9

hink carefully about relationship-leve]
to thin 7
and meanings.

£ Meaning Conflict Situa‘iﬂns '
oh the content level and the Telatigy, llfg
; he content level of me

P Level
involve bo = .
l d to focus on t mng: o
ing is understandable, but its not enough
8 s
n'{ fommunicauon, \.N.e need to ol int‘
ying she is (my friend, my S“Perior, m“
demonstrating Power? Whag doeg th}'
in jeopardy its continuatiop d 5

t level of mea
r dimension ©

t issues;
NS at the
messages

rtively An important Confz;icstull?:igve:]:l?r:\::(m
Communicate 5'-_‘9'?0 to ensure that it encoumg‘:_ ussliaun in Cha teregt
monitor your communvlcatlotoach to conflict. From o :jscb communiC:ﬁon
likely to build a win-win appersona] climates are cultivate :’thic R Gt
recall that supportive interp taneous, problem orxentgd. emp: d; o er%er :‘“ !
descriptive, provisional, spon to avoid communication that tends to genera € discop_
also useful to remind OU".SCIVES rtainty, strategies, Conm?l or-xentatlon, nel:rahty, byt
firming climates: evall{allon- ;ein Chapter 8. In conflict snuanons.dwe mi:}}l' e CSI_)GFiall
superiority, which we d.chfset_on that fosters defensiveness and re lfllt?es edposslbl-l
likely to engage in communicati for resolving the conflict and susty;

the relationship.

is g
hat
> You')
that is
an, Jp,

itieg
Ning

Listen Mindfully Youalread)'kngw
that mindful listening is a very impoy.
tant interpersonal communication skill,
This is especially true in conflict because
we may not want to consider the other

7 ther,
“Look, instead of constantly grading one anot r
%eatex m:zke this a simple pass/fail relationship.

person’s ideas or criticisms of our ideas,
Even when you disagree with someone’s
thoughts, actions, goals, or values, you
should show respect for the person by
paying attention and seeking to unde,.
stand him or her. That can be really
difficult if the other person is not prac-
ticing effective communication skills,
For example, imagine this scene: Qpe
morning as you enter your workyl'ace,
your coworker greets you, by griping,
“You're late again. Why can’t you ever be
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¢?” That kind of oy,

i tack ¢
tm ends
o What's your problem» 3 al
i “e,,r:tt;i); king ¢ r:?;;‘?’o;;l:e 20 tfl def:lel defeps; © 50 a natyry 1 l
UL : y :
o:;d be, “I'm sorry | kept yoy o © fan the g, U of 5 o ral reply might
A

ke neaponslblllty for
1 uage is a cornerstope of
4 when you are late” jq,

. _portant t0 own your lh°“8hts
1n1Pner., is a statement thyy You
cleal in which case it’s noy ac
c‘::",ssue is yours, so yoy sho
;l;ﬁs place is. Can we figure out

I lan f effecy

check Perceptiong

TCeptions 4
i 140 Te easily 4:
may see another person’s POsition 5 More exeasdy distorteq when co,
Teme it ie.
ay be inclj than it }s,
a

jmmature Or Unreasonable, You
:ﬁscussed in.Chapter & Dul'ing -
;s one effective way to dg this; «g,
:)u,- apartment?” or “Doeg j¢

ceptions by asking direct questiong

ensive LG 8 car ful
iveness: “Wha €ing eful
defenst t would be cle:

pothering you, or does lateness m
Checking perceptiong is
read a colleague’s paper apq
one part of her analysis, She
offended her with my sugge.
‘okay’ means. 1.\re you angry
about my suggestion?” She replied
that she had been rusheq and so
had typed only a quick response,
paraphrasing and asking qQuestions
say, “You matter t(,), me. I'm trying
to understand you.
Look for Points of
Agreement During confli,
we tend to focus on disagreements
or ways we differ from another
person.  Although we shoyq
acknowledge and deal with real
differences, we should also look
for points of agreement. You and
a coworker may disagree on goals,
values, or courses of action, but
you probably agree on other mat-
ters related to a conflict episode.
Returning to the previous example,
you and your coworker may dis-
agree on whether being 5 minutes

» This response “CkﬂoWIe dges ;‘l’lnng_ I
‘yn:S" and opens the door 1 0o Ur o
1

v°u
r
Ve con elin,
£ m; 9S8, and Issues
o £
f u Make Bemen,
and

t
Wrate 1, ¢ cleaner, 1y,
ay, « - The

uld gy, - by We

AWay to g,

€ngage in self.
Ict, we ne
to ¢]
U thi heck

Omet
Panicularly

€-maile
replied: “(
stion, sq 1

a Tespo;
»

called her

€s. Get off my case,”
+* More effective reply
eSpecy fe time | get here affects

Or your coworker’s feel-

&
=

il
o,

% your feelings: “q feel
msug: 3"3'7 With your lateness.” 1¢'s also
apa"mem ; eed to keep this apartment
other person may not
is apartment cleaner.”
rtable with how messy

Need to keq th
$2ying, « am 5
A with hgpn 0o

nflict is afoot. You
You may think someone is
Serving bias, which we

lined 1,

OUr perceptions. Para hrasing
ink P
“fe Should speng every weekend cleaning
m always late?”

We can also check per-
MMunication that fosters
€ 5 minutes I'm late that’s

to avoid ¢,
OF you?” «“Ig it th
tething elge ¢, you?”
mportant jp, online COmmunication. I recently
Nse in which | suggested she strengthen
3" I wondered if the short reply meant I had
and said, don’t know what your
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0n~thelob conflict is col
Workplace conflict. Dr.
Who has mych experiel
Anger at Work (1996)
conflict effectively. Fir:
climate. Use your co
openness, and an in

mmon. Less common is skill in dealing with
Hendrie Weisinger is a therapist and consultant
nce in dealing with workplace conflict. His book
offers two suggestions for handling workplace

St, try to defuse the conflict by improving the
Mmmunication to demonstrate support, empathy,
terest in resolving the source of conflict. You might
time out”—say you want to discuss the issug but need
ake care of something first. This allows a cooling-off

also suggest a “
10 minutes to t,
period.

Dr. Weisinger's second suggestion is to listen fully, mindfully. This
can be difficult if the other person seems to be a@ackmg yf)u
personally, yet focused listening is deeply confirming. Don't
interrupt, correct, or argue. Just listen and try to undgrstand
the other person's perspective. Dealing with conflict in these
two ways provides a foundation for productive conversation.
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FIGURE 9.2
Conflict Management Skills
Cengage Leaming

Attend to relationship-level meanings.

4 le who
may also share 3 llx;l;clfs ‘:;;sz\ groun;a‘:a:’b':ut g
late is importan® 's feelings. This shared be I| king for COMMON groung % heyy
other respect each other to the conflict. If we a7 flict effectively withoug 1. San
you work out a ‘;;solu::f;o we're likely t© deal with con out harminx
usually find it. When ¢
the relationship- the Oth or’'s Face‘ In Japan and
e  Your face is the image of yoyrey :"'he
Daniel & Quasha, 2000). We are embarmlha‘
estern cultures tend to emphasize 5 Sseq
hasize the importance of protecting (. €t
1, 2001, 2002). The goal is for 1, o:efs‘
€ to

Look for Ways to'Pn-.tz i
other Asian cultures, face is 3 c.en =

you want others to see and_ behev; g
or ashamed when we lose técc \:h i
ing one’s own face, many As,an ":r ‘:nev o
faces (Ting-Toomey: 1988; Ting-Toome)

feel defeated, stupid, oF emba_ . 4

Protecting others’ faces is part of. ma::%;u

2008). If your point or idea is acceprled‘lf}:ou P

is likely ] face is lost 1 ¢ ‘ : 0 : |

son. He or shexsh:(elzi;o a rson’s face, you :mgl‘ﬂ say, “ appreciate yops g:re
committed to pro f;-ng his i to me.” This statement allows the 8

erosity in understanding Gy ki £

who may have lost the argument to ret
u‘ll Feel in the Future Recall that, in Ghapias

bolic abilities is hypothetiCal thought. Among other things,’u‘:'j:
capacity allows us to imagine ourselves in the ﬁl;‘f"eazgi;‘:orﬁzfl’o"d to the futyre sel
that we imagine (Honeycutt, 2008). ‘You =5 use‘; ;’ls'l nd has ‘ust]i );gu e conflicy
effectively. To illustrate, consider this scenario: e'd i YJO fo] ].you that he bor.
rowed your car without asking and had a minor accident. You feel like shoyy

attacking the friend verbally.

Before you say anything, you 5 3 t we,
or next year if you launched a scathing attack on your friend. Then, you imagine h:

you would feel tomorrow or next week or next year if you Aexpressed your anger calmj
yet not aggressively, showed concern about whether your friend was hurt in the accidep,
and found a way to help your friend save face: You pro?)ably prefer the you who Dot t,
considerately to the you who behaved combatively. Tak{ng a moment to imagine Yollrseld
after the conflict ends can help you choose to communicate in ways that are ethica] thef
he continuation of the relationship. > that

foster self-respect, and that support t i
The eight skills we've discussed translate general communication skills and Pring:
Ci-

ples into the specific context of interpersonal conflict. Developing competence in th,
eight skills will empower you to manage conflict Comese

tently, graciously, and effectively. Figure 9.2 SUmmar-pe.

skills for managing conflict productively. 1zes

g conflict effectively (Metts & Cy

ment, be gracious toward the othey ach,
= ] knew you'd come around.” ¢, Per-
the other pe
how importam t
ain

Imagine How Yo
noted that one of our sym

ing ang

u imagine how you would feel tomorrow or pey

Communicate supportively.

Listen mindfully.

Own your feelings, thoughts, and issues.

Check perceptions.

Look for points of agreement.

Guidelines for Effective
Communication during
Conflict

Look for ways to preserve the other’s face.

Imagine how you will feel in the future.

Our study of conflict, along with many of the ideas we'ye
considered in previous chapters, suggests five guidelineg
for dealing with conflict constructively.
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Time Conflict Purposefully

Timing affects how we commyn:
. 7 Unicate 5]
mics so that conflicts are mo likely tob:: oL licts There iy
¥ effectiy Tee ways to use chrone-
erious conflict e.

It’s also conside

vl constructivel;azzzzzjaconmumve to deal with copfj;

ready agrees to tall abaut (e il::t:blem. Of course, this worklsc L:lh e-r; each person is re‘ad‘y

more likely than women to e ;ft a lafer time. Becayse researc)l,\li ';1_9 s gt

reluctant to talk about disagreem lscuss'_"g relationship conflicts t:e lc::es :m ey

Rusbult, 1987). Some Poopasis ezns without first gaining som; di:;anay ;esll(aeually

ST T (o priVatr| © tackle problems as soon as the aris:e (hec , 1988;

discuss conflict in the heat of an Sl interacting, 1r's generall;’ a 0;: : i

£ iy e tier.,l-‘or the same reason, it’s wise to sav% an el.:,a;m tl(,

Constructive, healthy conflict at’s what You want to send when you've 1 :‘d"ep y
€ommunication is more likely when xe)l’npers :::n?( ﬂa(:::lr;
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when ' mad. | have huyt ¢ e S0 1 Can cut someone to pieces if | argue
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A third use of cl i s
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W : |
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es cooperation and mutual respect, T, o
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Finally, keep reminding yourself thand concern for each other. On the rela“‘)nship

le balance concern for themselves' e o i
= i u want to communicate this

level of meaning, yo!

out me and how feel and what I want.” |¢

i d 1 know you care about me 2 ;re i . am‘i at
ings and desnre]s', an LT s, g |n a
message under 1es your 0]1“ ommun on, h n g d h you w!

win-win resolution.

Honor Yourself, Your Partner, and the Relationship

is book, we've emphasized the importance of ho'nﬁrmi Zzzﬁ:hﬂigfrfr?, and

Throughout thl.s % t to keep all three in balance, especially W e
relationships. ["S importan munication is impossible if we disregard or f:lemean the

Conmg Conﬂ;ft eCI(i)n s. Doing so disconfirms the other and sets a w.m—lose to,ne
other person’.s needs. an e“ ugn;jesirable to muffle your own neefis and feelings. In fajy.
for conversation. It is eqm;’ ); erson, you should express your feelings and needs 'clearl.y,
pess v LA lheé’f et: ourselves and others, we must remember‘lhat r.elatlonshlps

In addition to atten ;lngndle conflict. For this reason, win-lose orlemanon's toward
are affected by how V:? zlled win_lose-lose, because when only one person wins, both
s = l'eal}:lytheeCrelationship lose. Win-win orientations and constructive forms
the other person an
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nication m . ;
of commy 0 make jt POssib, g
rcmlionshlp to win, or by

o frnss e A Propr;
an import £ a
e J::lc:;spsox:er: Principle ¢ eep | L
B g:)uning aside l:l:s APProprigg, Grn Ming during . q
s or T ow “Urace nflict
ness O N neeqg Sg"amin :
(hat 53y vll)e ::\::lld Or must g g Vc":fn there ; 085 {org.Ve_
‘vi ause
{orgl‘”“g e ] social Normg indic ; 15 ng esamet:fldard
most pcoPle in Westcrn Cultyre bel; We sho, 5% ing ag
na propriate behavior from in i ieve hye I instance,
ontrol their behavior for uals

T
ndlwduals and the

Shoulq ex
: Cuse
;i ot are 5
w;inl e, and often kind, thjg ; ::: “easons, em e
. 18
response to social normg, aact of 8race; mshls .
ok : > Mather, jt
Also, grace isn't allowing o, erstol, is a
no choice. Instead, grace j¢ Unear, " Way whep ye Teee
nstance, tWO roommates oo 1 spli g Quired kindpegs, For
her share, because she has three feg ing > and gpe doesnt g,
Jo all the chores even thoy, there is , Mmate migh
this generosity. This is an act

of grace, I €t or expectati
! “Salso ap n of
to another person’s preferec, e also

act of
imi (
own. Similarly, when SOmeone hyypes You coylq ol
forgiveness, We may choose to forgive anyyy, ya:, "0 right to expect
we have to but because we yapy 1 Graceis o € do 50 not becauge
i i ma
Grace }:nvolv;s l;mng €0 of anger, blame Sir
about another and what she o did, w > and judgments
i €]

ourselves and others from the;, €Onsequenc " Welet go of thege feelings, we release both
him for some offense, byt then | es. §

ater we reming Ometimes, we tell a friend that we forgive
judgment, we haven't really let go, ¢, o When we hang on to blame and
ur kindness o, ehnm really shown grace. There’s no grace
Grace is given without sty e
5 ‘ ati H & orne (1996, i i iz
in loving relationships. He 5275, “The person - (k ) believes tl}at grace is essential
asks for a reward is a merchant, not a
freward. Grace iss] el our nee
tion of reward. Grace isn’t dojng ; :
N or o welaet e the 1ce to make a friend feel grateful or indebted
n we do Something with the expectation of a payback.
act K)Gl::c(:nies (:ogtr:‘l:»i; “Sm““ be done without conditions or expectations of return.
aj
YS appro ¢ advantage of grace and kindness.
: and hurt others,
When grace |;extended and then exploited, it may be unwise to extend it again to the
GO E A d faith, and another abuses it, you should
not fault yourself. Kindness and 5 willingness
e oom for grace occasionally.
It is important t'o honor and assert ourselves, as we've emphasized throughout this
book. However, self-interest and self-assertion
ne of us is perfect. We all make mistakes,
wound others with thoughtless acts, and occasionally do things we know are wrong and
hurtful. Sometimes, there is no reason other:

him of i,
when we blackmail others for ,
a0g on to hostile feelj
NgS. Arthar Og stile feelings.
lover” (p- 6). We show kindness, ¢ s odp s b
> OT lorgive a wrong wit ta-
omethingn g ong without any expecta
0 do a favor because you wan 3 reci : o
T areciprocal favor i bargaining, not showing grace. Foran
: o priate, People can tak
Some people repeatedly abuse confident that pardons will be granted.
if you show grace in goo.
: to forgive are worthy ethical values. The
richest and most enduring relationships allow r.
alone are insufficient ethical principles for
creating rich interpersonal relationships. No
s should forgive us when we wrong them; we
have no right to expect exoneration,

Reflecting on the value of granting grace for all parties, one writer (Walters, 1984) offered
this moving insight: “When we have been hurt we have two alternatives: be destroyed by
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“w Insight e
“ g The (;ommumcanon

of Forgiveness

dron & Kelley, 2007)
—or whether—

s, both minor and
“How do

Douglas Kelley (1998) and Vincent Waldron (Wal
emphasize forgiveness as a major influence on how
relationships progress. They noté that
major, are inevitable in relationships, S

couples go forward after harm has been done?” "
\Waldron and Kelley state that oné crucial dynamic in the forgivene:

process is motivations of both the transgressor and the forgiver. s
Forgiveness is most likely to occur and to allow relationship commglty
when both parties are motivated by a desire to restore the well-being

of themselves, each other, and the relationship. People are more likely

to grant forgiveness 10 @ person who apologizes, expresses remorse,

or takes responsibility for the wrong. Kelley and Waldron also state that
the capacity to forgive is enhanced if the forgiver can reframe the hurtful
event by gaining understanding into it attributing it to factors beyond

the offender’s control, o viewing it as unintentional. Finally, Waldron and
Kelley emphasize that forgiving is @ process, not an event that occurs in
a single moment. They emphasize that, even after forgiveness 1S granted,
time is needed to heal a relationship, restore trust, and return to healthy,

comfortable interaction.

Adding to Waldron and K
and Christine Carlson (2002
than a set of behaviors and more tha
feelings, such as wanting revenge At
is a desire to accept and confirm anot!

transgression of some sort.
The Forgiveness Institute has a website that includes 8 reading

room, message boards, related links, and information about upcoming
conferences and workshops: http://www‘forgivenessweb.coml.

transgression:
0 the guestion becomes,

elly's research is 8 study by William Cupach
). They found that forgiveness 1S more

n efforts to overcome negative
least as important, they report,
her, even—or especially—after a

interpersonal conflict. Communicatio
agement include being mind

sensitively, focusing discussion, contracting solutions,

ing, self-summarizing, and cross-complaining.
We closed the chapter by identifying

of interpersonal conflict. First, we need to remember that ¢
nication and relationships. To be constructive, conflict must take place

confirming climates in which good interpersonal communication jg
time conflicts so that all people have the time they
roductive discussion. A third principle is to aim for
olutions. Consistent with these three guidelines is working to balance commit-

systems of commu
within supportive,
practiced. Second, it's important to
need for private reflection and for p
win-win s

resentment, or forgive, Resengp,

death; forgiving leads to h eali Ntjg
life” (p. 366). For humap relag q
shipsto live and thrive, there o lop
some room for redemption, g, st

giveness, and for grace,

I for,

Chapter
Summary

Because conflicts are normy)
unavoidable in any relationg; a
real depth, the challenge js ¢, le
to manage conflicts effe(tival
Patterns of conflict are ShaPedeb‘
how people view conflict, w, d
cussed lose-lose, win-loge, als.
win-win approaches to Conﬂnd
and explored how each affeg
interaction. In addition, Conﬂits
patterns are influenced by hoy = :t
ple respond to tension. Inclination.
to exit, neglect, show loyaly, os
voice conflict vary in how acti’velr
they deal with tension and hoy
constructive they are for relatiop.
ships. In most cases, voice s the
preferred response because oy
voice allows partners to intervep
actively and constructively When
conflicts arise.

Communication is a pg.
ticularly important influence g,

ict,

n skills that promote constructive conflict map.
ful, confirming others, showing dual perspective, lstening
and avoiding mind reading, interrupt.

five guidelines for increasing the productivity

onflicts occur within overg]|

ments to yourself, others, and relationships when conflict arises.
Although grace can be exploited, it can also infuse relationships with kindness and

mak

¢ room for inevitable human errors. It’s important to balance the tensions inherent in

the notion of grace so that we recognize both its potential values and its dangers.
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Case Study

continuing the Conv(;,saﬁo

The following
conversatiy,
B ured at your Online
ResOUTCES for Interpersonq)
o munication; Evcryday
prcounters Click on the [jpy,
ol nch the video anq audip
cenario scripted below, When
e watched the video, cri-
- and analyze this encountey
pased on the principles you
earned in this chapter by
responding o the analysig ques-
tions. By clicking the “Submi”
putton at the end of the forp,
you can COMPare your wor tl)
my suggested responses, [e'g
continue the discussion opliper

;EourseMate

Ellie is sitting in the fiving 100m
reading when her sister Angie
walks In.

Andrea: Hey, El. What arg yq,
working on there?

Ellie: [dismissive] This book for
my French lit class—I'm way
behind.

Andrea: Ok. Can | talk to you for
just a few minutes?

Ellie: I'm really behind, Andrea
Can it wait? '

Andrea: Not really—I promise ||
be quick.

Ellie: [huffs and puts down the
book] Fine. What?

Andrea: Ok, see, that's part of it.
The way you just said “what?"
Like you're already annoyed with
me.

Ellie: Well, | told you that I'm busy.

So yeah, you're annoying me

n

Y

Andrea |
: lhurt] Yo'
With me lately, i

Ellje; [Seeing that sh

e's hurt, try-
9 o lighten the mogq snghtly{

Ou're my
Sister, you'|
Oamnoy g, Pposed

Andrea:
2 ':i;ea.Yeah, But lately it seems
PRen a lot, Angd sometimes

You get a little oyt
of h
the other night, . . el

Ellie: [defensiy
6] Wh:
other night? dladaitte

Andrea: Yoy tried to throw your
alarm clock at me when we
argued about whose turn it was
to do the laundry

Ellie: But | didn't throw it

Andrea: Yeah, because it was
plugged in.

Ellie: Well, what do you want me
to say?

Andrea: | want to know why
you're so angry all the time. You
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seem so unhappy. And you get
S0 enraged over nothing

Ellie: [angry and defensivel
Nothing?! | had two exams the
next day when you told me | had
to do the laundry! So what you
call nothing is actually my educa-
tion, my entire future! It's not
my fault that you're too lazy or
maybe too much of a jerk to care
about your classes or lift a finger
to help around here!

Andrea: See? This is what |
mean. You never used to call me
names. You never used to yell at
me before. We would talk. I'm
afraid to even try to talk to you
And sometimes I'm sorry—not to
mention hurt—when | do try.

Ellie: [pauses when she sees
Andrea hurt but is still a little
defensive] I'm sorry. You're the
only person | have to vent to and
sometimes | get a little . . . car
ried away | guess.

e b S R
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Case Study

Continuing the Conversation

Andrea: More than a little. It
just seems like we never talk
anymore

Ellie: What are we doing right
now?

Andrea: Sarcasm doesn’t help,
Ellie. | mean really talk—we never
get a chance to and | think we
need that. Your classes are a lot
harder than mine this semester,
it makes sense that you might
need to release stress

Ellie: | assume you mean In
some way other than throwing
objects at your head?

Andrea: [smiling wryly] Well,
yeah. But also in ways that will
actually help you feel better.
Ellie: Yeah, | did feel really bad
about that the other night I'm
SOrry.

Andrea: | am too for not being
as understanding as | could about
your schedule and stress. But

Interpersonal Assessment & Action

set aside @ time
here we Sit down,
ck lunch of

d talk about

s, we could
We could even
dule if we
talk about it

maybe if we
each week W
even just for a aut
a cup of coffee. an
what's bothering u
avoid these fights-
make a laundry sche
just took the tme 10
akes sense And | do
now what’s
more. Let’s

Ellie: That mx
feel like | don't even ki
going on with you any’
plan a lunch date this week

Andrea: Sounds great!

t the different con-

1. Think abou
trated

flict orientations demons'
by Ellie and Andrea in this
séenario. What kind of conflict
orientation does Ellie demon-
strate? What kind of conflict
orientation does Andrea
demonstrate? Support your
answer.

2. Identify the responses to
conflict that are present in

w

this scenario: do you see
inclinations to exit, neglect
show loyalty, or voice COnﬂ"
What consequences resy ;
from the conflict responge

used in this dialog? 3

o2

Is metacommunication useq
constructively or unprodye
tively in this conversatiopn o
by whom? s

Review the eight conflict
management skills discy,

in this chapter. Idemify e
examples of these skills jn th
dialogue between Andre, 5
Elle. -

How do you perceive the ro),
of forgiveness in this COnvere
tion? Based on what you'ye 2
learned in this chapter, cap
you explain why Andrea seem,
so quick to forgive Elle for p, :
behavior? !

Now that you’ve read Chapter 9, use your Online Resources for Interpersonal
Communication: Everyday Encounters for quick access to the electronic study
resources that accompany this text. You can access your Online Resources at
http://wwwcengage.com/login, using the access code that came with your book
or that you bought online at http:/cengagebrain.com. Your Online Resources
give you access to the “Continuing the Conversation” video scenario and ques-
tions for this chapter, to InfoTrac College Edition, to maintained and updated
web links, and to the study aids for this chapter, including a digital glossary,

review quizzes, and the chapter activities.

-
# CourseMate
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gage the
le e ide,
arning ang fo:s. n ¢

is chapt
= Shapter by congideri
PIYing chaptey - 0" 1dering questions that call for active

Actiy,
e L T Cof
With hov: ning; Reflect NCepts to workplace communication.
re: 4 m on th
SPONding 1, c::f;cf confiy l\:’:zf You respond to conflict. Are you satisfied
Workpiag . that arg desﬂ;t',:;'i):r,"?em with some alternative ways of
e i is chapter.
Coworkey. (). Plication; pter.
. Usi on: Re !
the opponu"ilt';'gat:: :p:, i"°=:ac'r'r:r§'c":':r‘2"’°“ you experienced conflict with a
e or crisi B 2 G
Key Concepts danger that were at stlask;o frame that situation, describe
pracketing 236
contracting 237 interpg
exit response 231 k,-tch'e’nt:?n:?l conflct 221 ]
games 224 l«.)ssJoszeI ’;klng 234 passive aggression 224
grace 243 loyalty res,,29 Yojosrsporsd 232
Onse 232 -lose 229

neglect "esponse 231

ﬁ Everyday Applicatigns 5t
v

You can com
plete the,
¥ Se TR
ur ac
aCtmy:runic:)t?Im.e Resources  fo, ";'ltles Gl
o on: Everyday Encoyn e Personal
requested, submit them to Yourins:lme’s and, ijf
ructor.

1. Understanding Your Conflict Script

What conflict script did yoy |
Think back to your childhood ang adsi

try to ée:ne'_"be'. rules for conflict &escence, and
ily modeled implicity and principls of corey s
your family explicitly endorseq gisonfiictinat

€arn in your family?

e Did people disa
r
other? g o
. \hoat was said when djsa,
,i?edz Did your parents suggest that it w.
o o argue?'Did they encourage o =
”|scus’§|on of differences? Were the =
rules” for how to argue? o
. Wh:t h_appened if disagreements were dealt
x:‘ tdurectly? YVas the conflict resolved?
at was the climate in the family like aft
the conflict? i
e How do you currentl
L 1 ly reflect your family
.confh(.:t script? Now that you can edit f;rns-
ily scrlpts and author your own, how would
you like to deal with conflict?

penly with each

greements sur-
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»i

win-win 230

OurseMate

2. Identifying Games in Your C

Appl r

Yg:ryowr‘af you've read about covert conflict to

SOmeo:l: que.hDescribe an instance when you or
You have a relationshi i

of these games: nship with played each

B
I.emlsh NIGYYSOB
Mine Is Worse Than Yours Yes, But

ahat was accomplished by playing the games?
ere the real conflicts addressed?

3. Identifying Your Conflict Orientations

rrom th.is discussion, do you know your orientation
0 conflict? To check, answer these questions:

1. When conflict seems about to occur, do you:

a. think of arguments that promote your
solution?

b. worry that everyone is going to get hurt?

c. think that there’s probably a way to satisfy
everyone?

2. When involved in conflict, do you:
a. feel competitive urges?
b. feel resigned that everyone will lose?
¢c. feel committed to finding a mutual solution?
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