Study Guide – Exam 4 Human and Work Relations
Chapter 8
Conflict (def)
Creative conflict resolution

Finding the root cause of conflict (be able to identify from a short story, as well as results of type)

  Organizational change

  Ineffective communication

  Value/Culture clashes

  Work policies/practices

  Adversarial management

  Competition

  Personality clashes

Nonassertive behavior

Assertive behavior

Aggressive behavior

Tips on how to become more assertive

Be able to identity person types from short vignette:

  Bully

  Backstabber

  Whiner

  Jerk

  Know it all

  Nebbish

  Exploder

Know responses of aggressive, assertive, and nonassertive people

Know all and be able to identify situation:

Win/win

Win/lose

Lose/lose

Defensive behavior

Negotiating styles

  Avoidance

  Accommodating

  Win/lose

  Problem solving

  Compromising

Conflict resolution process (know all steps, be able to identify correct step from vignette)

Emotional balance (know importance of)

Emotional intelligence (know all components of)

Personal competence

Social competence

Emotional expression

Relationship strategy

Temperament

Unconscious influences

Cultural conditioning

Managing anger

Effective ways to deal with own anger

Effective ways to deal with others anger

How to achieve emotional control (all steps)

Chapter 9
Redefining success
  Why its important to redefine

New models of success

  One dimensional

  Loss of leisure time

  Development of own life plan

‘Right livelihood’

Prosperity

Mature money management

Non financial resources

Spirituality

Guidelines for healthy living

Habits (know def, all literature on)

