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Transcript

Howard Guttman
Managing Conflict in High-Performance Teams
In resolving conflict high-performing teams have a protocol.  And the protocol is around the fact that it’s okay to confront, it’s okay to let it go, but it’s not okay to go underground.  And they give themselves a statute of limitations where within 48 hours someone needs to let somebody know that there is an issue to handle.  And if someone is triangulating and talking to somebody else about an issue they have that they’re not dealing with, the peer needs to hold them accountable to come back to them and let them know that the movie ended.  So conflict resolution in a high-performing team is really the essence of peer accountability.
So you’re redefining what does it mean to be a good colleague.  Versus in the past let’s say I would complain to you about somebody else.  In a high-performance team if I have a complaint about somebody else, you then start to look at coaching me around what am I going to do with that.  Am I going to deal with it or am I going to let it go?  But what is not allowed is for me to simply be off the hook and just stay as a complaint.  I have to do something to get closure.  Because the reality is that if you have a high-performing team and you have a couple of people who are out of whack and half the team knows that, then the whole team is dysfunctional and you go back to stage one.  So it’s okay to have issues, but what’s not okay is to just let them linger in space.  That’s the sabotage.  

When conflicts occur, they’re usually a symptom of one or more of the alignment factors not being in place.  In other words, many times you’ll find if people are not aligned on business goals they’ll inadvertently compete for resources.  If individuals are not clear regarding accountabilities, they’ll have expectation of one another that won’t be fulfilled.  If they don’t have clear ways of working, people will just make them up.  And then finally, if we don’t have clarity regarding our business relationships or interdependencies, people work in silos.  So when people look at conflict, they should look at conflict as really more of a symptom of one or more of those alignment factors not being in place.  
For a leader to really create a high-performance team they’re going to have to make sure that any type of protocol or ways of working are cascaded and people live with them.  And no different than, like, a baseball analogy of, like, you know, here is the foul lines—four balls, three strikes.  It’s got to be that explicit in a high-performing team.  Ways of working is crucial because if you don’t have them, when people come from different companies, like a nation of immigrants, they just bring in their own best practices, and then there’s no common language.  
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