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EFFECTIVE

STRATEGIES TO

MANAGE

CONFLICTS AND

DRIVE

COLLABORATION

Conflicts are part and parcel of organisational dynamics. While

organisational conflicts are to be expected but if they not managed

properly, they can quickly escalate into chaos and can plunge a team

into being highly dysfunctional. Those involved in these challenging

work environments need to be equipped with practical skills to

identify sources of conflict, prevent them from escalating and have

the courage and wisdom to negotiate for win-win collaborative

outcomes in order to ensure that business goals are met.

To discover the root causes and the nature of organisational conflicts and the importance of addressing

them effectively.

To learn different conflict response styles and how to drive collaboration to ensure win-win outcomes.

To develop effective interpersonal skills to build strong rapport towards conflict resolution.

To appreciate diversity in people and how to effectively work together to achieve corporate goals.

To effectively manage emotions to create and sustain a positive environment to resolve conflicts.

In this course, participants learn about a wide range of topics including:

PROGRAMME OBJECTIVES

Execut ives ,  superv isor ,  and managers  who have to  dea l  wi th  conf l i c ts  in  work
env ironments  

TARGET AUDIENCE

To register, please submit the training requisition form (TRF) to
chengpw@ucsigroup.com.my or you may contact Natalie at Ext 2421 

mailto:paulineliaw@ucsigroup.com.my


Er ic  i s  a  s t rateg ic  leader  wi th  a  re lent less  be l ie f  in  people .  H is
wide  exper ience  in  leadersh ip  deve lopment  and s t rateg ic  brand
bui ld ing  in  mul t inat iona l  companies  has  ga ined h im keen ins ights
into  the  fas t -paced demands  and changes  of  organ isat ions  today .
Er i c  regu lar ly  leads  t ra in ing  programmes for  For tune  500  MNCs
and Malays ian  Government - l inked Companies  (GLC)  l i ke  Petronas ,
Malakof f ,  ACS ,  K imber ly  C lark ,  Ph i l ips ,  S ime Darby ,  Maybank  and
var ious  industr ies .  He  i s  current ly  par t  o f  the  wor ldwide  t ra in ing
facu l ty  o f  Da le  Carneg ie  Tra in ing ,  one  of  the  wor ld ’ s  most
renowned and largest  t ra in ing  organ isat ions  where  he  regu lar ly
conducts  t ra in ing  programmes in  the  areas  of  leadersh ip ,
management ,  communicat ions  and human re la t ions .  

A  B I T  A B O U T  M E
E R I C  L A U

PROGRAMME OUTLINE

Def in ing  organisat ional  conf l i c ts  and i ts
consequences
Understanding  the  d i f ferent  ro les  people  p lay
in  conf l i c t  management
Ident i fy ing  the  nature  and root  causes  of
organisat ional  conf l i c ts

Learn ing  the  ro le  of  conf l i c ts  in  the  s tages  of
team deve lopment
Ident i fy ing  character is t i cs  of  h igh  performance
teams
Ident i fy ing  character is t i cs  of  dysfunct ional
teams

Understanding  and ident i fy ing  the  5  major
conf l i c t  response s ty les
Learn ing  to  ba lance  between meet ing  personal
goals  and the  goa ls  of  others
Learn ing  to  embrace  a  co l laborat ive  s ty le
when negot iat ing  for  win-win  outcomes

Learning  the  corre lat ion between the  absence
of  t rust  and r is ing  of  conf l i c ts
Embrac ing  a  va lues-dr iven approach in  conf l i c t
reso lut ion
Learn ing  pract ica l  sk i l l s  to  bui ld  s t rong
rapport  in  order  to  improve re lat ionships

Learn ing  and ident i fy ing  people  wi th  d i f ferent
personal i ty  tendenc ies
Apprec iat ing  the  benef i ts  of  d ivers i ty  in  order
to  min imise  conf l i c ts
Bui ld ing  sk i l l s  to  inf luence others  wi thout
creat ing  i l l - fee l ings

Module 1 :  Understanding Sources  of  Confl icts

Module  2 :  Dynamics  of  Dysfunctional  Teams

Module  3 :  Confl ict  Response Styles

Module  4 :  Bui lding Trust  and Rapport

Module  5 :  Working with People  with Different
Personal it ies

Learn ing  about  the  d i f ferent  types  of  d i f f i cu l t
people  we encounter  in  the  workplace
Developing  the  ab i l i ty  to  perce ive  f rom
mult ip le  perspect ives  when reso lv ing  conf l i c ts
Learn ing  ef fect ive  human re lat ions  pr inc ip les
that  wi l l  br ing  about  co l laborat ion wi th
di f f i cu l t  people

Embrac ing  a  courageous  sp i r i t  to  address
conf l i c ts  e f fect ive ly
Learn ing  how to  ef fect ive ly  br ing  out  conf l i c t
into  the  open
Learning  important  people  dynamics  when
address ing  conf l i c t  env i ronments

Learn ing  the  s tages  of  emot ional  conf l i c t
responses  f rom the  beg inning  to  the  end
Understanding  causes  and the  consequences
of  wrong emot ions
Learn ing  pr inc ip les  to  ga in  emot ional  contro l
in  order  to  reso lve  conf l i c ts  ob ject ive ly

Developing  a  proact ive  instead of  a  react ive
posture  in  conf l i c t  management
Bui ld ing  a  pos i t ive  mind-set  in  order  to  ga in  a
r ight  perspect ive
Learn ing  to  apprec iate  the  power  of  “ le t t ing-
go”   and personal  choices

Module 6 :  Working with Diff icult  People

Module  7 :  Addressing Confl icts  Openly

Module  8 :  Managing Emotions in  Confl icts

Module  9 :  The Power of  a  Posit ive  Perspect ive

To register, please submit the training requisition form (TRF) to
chengpw@ucsigroup.com.my or you may contact Natalie at Ext 2421 
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