Read More about Conflict Management
This annotated bibliography presents a sampling of books published to offer understanding in
conflict in the workplace, aspects of communication skills that help reduce conflict, and dispute
resolution processes. This list is by no means an inclusive list of resources or an endorsement.
The books are categorized by topical area; although, many books can be cited under multiple
topics. The following list is directly linked to the supporting books by pressing ctrl + click. The
book titles are directly linked to Amazon.com or the publisher’s website to provide more
information.
Conflict in the Workplace
Conflict and the Aspects of Communication
o Difficult Conversations
o Difficult People
o Emotions
o Interpersonal Communication
o Anger Management
o Bullying
Conflict and Culture
Influence
Mediation
Negotiation
Facilitation and Group Problem Solving

Read not to contradict and confute, not to believe and take for
granted, not to find talk and discourse, but to weigh and consider.
Some books are to be tasted, others to be swallowed, and some few
to be chewed and digested: that is, some books are to be read only
in parts, others to be read, but not curiously, and some few to be
read wholly, and with diligence and attention.
~ Sir Francis Bacon
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Conflict in the Workplace
Cloke, Kenneth and Joan Goldsmith. Resolving Conflicts at Work: Eight
Strategies for Everyone on the Job. (Jossey-Bass, Revised 2nd Edition, 2005.)
This comprehensive work provides a handy guide for resolving conflicts,
miscommunications, and misunderstandings at work and outlines the authors’
eight strategies that show how the inevitable disputes and divisions in the
workplace actually provide an opportunity for greater creativity, productivity,
enhanced morale, and personal growth.
Cloke, Kenneth and Joan Goldsmith. Resolving Conflicts at Work: Ten Strategies
for Everyone on the Job, 3rd Edition. (Jossey-Bass, 2011.)
This guide is for preventing and resolving conflicts, miscommunications, and
misunderstandings at work, including dozens of techniques for revealing how
the inevitable disputes and divisions in the workplace are actually opportunities
for greater creativity, productivity, enhanced morale, and personal growth.
Cloke, Kenneth and Joan Goldsmith. Resolving Personal and Organizational
Conflict: Stories of Transformation and Forgiveness. (Jossey-Bass, 2000.)
Learn how personal and organizational conflicts can be resolved by listening
closely to the 'stories' people tell when they are in conflict, understanding why
people tell their stories in the ways they do, and creating a third story that brings
them together. This narrative structure method moves people in conflict from
stubbornness, hostility, and fear to openness, collaboration, and forgiveness.
Crum, Thomas F. The Magic of Conflict: Turning a Life of Work into a Life of
Art. (Touchstone, 2nd Edition, 1998.)
The author provide simple techniques for overcoming apathy to understanding
to how conflict doesn’t have to mean a contest; Aiki turns mind-body
integration principles into powerful tools.
Dana, Daniel., Managing Differences: How to Build Better Relationships at Work
and Home. (M&T Publications, 2nd Edition, 1996.)
This book shows you step-by-step how to use a powerful communication tool –
self mediation (doing mediation without a third party). It also outlines
managerial mediation (doing mediation without being a mediator), and
introduces real-time mediation (doing mediation without doing mediation).

Dana, Daniel. Conflict Resolution. (McGraw-Hill, Inc., 2000.)
Successful management depends on the ability to quickly and effectively
manage conflicts. This book includes hands-on information for effectively
communicating with employees, disciplining and even terminating employees,
understanding and using organizational politics, and more.
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Deutsch, Morton, Peter T. Coleman, and Eric C. Marcus. The Handbook of
Conflict Resolution: Theory and Practice. (Jossey-Bass, 2nd Edition, 2006.)
This is a comprehensive text book that provides a deeper understanding of the
processes involved in conflict and how to manage them constructively.

Furlong, Gary T. The Conflict Resolution Toolbox: Models and Maps for
Analyzing, Diagnosing, and Resolving Conflict. (Wiley, 2005.)
The author gives you eight different models for dealing with the many conflict
situations you encounter and practical guidance on how to intervene to resolve
the conflict successfully.. It shows anyone needing to resolve conflict how to
simply and effectively understand and assess the situations of conflict they face.
Gerzon, Mark. Leading Through Conflict: How Successful Leaders Transform
Differences into Opportunities. (Harvard Business Press, 2006.)
This book provides a powerful new framework for the leader as mediator, and
outlines eight specific tools these leaders use to transform seemingly intractable
differences into progress on deep-seated problems.

Heim, Patricia and Susan Murphy. In the Company of Women: Turning
Workplace Conflict into Powerful Alliances. (Tarcher, 2001.)
The authors draw from the latest research on brain structure, evolution, and
socialization to explain why women's workplace relationships are unique. They
describe what makes catfights happen-and how to avoid them. They offer
straightforward techniques to change female conflict into female alliances by
resolving discord peaceably, making the most of women's unique leadership
skills, and building relationships with female superiors, colleagues, and
employees.
Isenhart, Myra Warren, Collaborative Approaches to Resolving Conflict. (Sage
Publications, 2000.)
The author explains the major approaches to managing disputes at home, in the
workplace or school, within communities, or in the international arena. Each
approach is illustrated with recent examples of what can go wrong and how to
respond most appropriately.
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Kolb, D.M., and Bartunek, J.M. Hidden Conflict in Organizations: Uncovering
Behind-the-Scenes Disputes. (Sage Publications, 1992.)
The authors illustrate the frequency of conflict and shows how conflicts are
actually handled – such as `behind the scenes' in such forms as avoidance,
toleration, gossip and vengeance – and suggest that these conflicts can be better
managed for organizational effectiveness.

Levine, Stewart. Getting to Resolution: Turning Conflict Into Collaboration.
(Berrett-Koehler Publishers, 2nd Edition, 2009.)
This book offers new principles and new tools to show how to get to real,
lasting resolution of any kind of personal, business, organizational, or
community conflict. This book focuses on how to resolve conflict in a holistic,
win-win manner.
Lipsky, David B, Ronald L. Seeber, and Richard Fincher. Emerging Systems for
Managing Workplace Conflict: Lessons from American Corporations for
Managers and Dispute Resolution Professionals. (Jossey-Bass, 2003.)
The authors investigate the systems organizations have developed to manage
common and costly workplace conflicts involving supervisor-employee
relationships; race, age, and gender discrimination complaints; sexual
harassment; occupational safety and health; reasonable accommodation of the
disabled; and wrongful termination as well as other problems stemming from
governmental regulations and court actions.
Littlejohn, Stephen and Kathy Domenici. Engaging Communication in Conflict:
Systemic Practice. (Sage Publications, 2000.)
The authors explore transformative mediation, the team mediation system,
assessment and evaluation, systemic design, gaming methodology, issue
framing and public deliberation, study circles, dialogue groups, and many other
interventions. These methods and principles are adapted from a spectrum of
theory and practice and include fresh and innovative approaches designed by
the authors and their colleagues.
Mayer, Bernard. The Dynamics of Conflict Resolution: A Practitioner’s Guide.
(Jossey-Bass, 2000.)
The first part of the book present concepts that are helpful in understanding the
process of conflict including the nature of conflict, how people engage in or avoid
conflict, types of power people bring to conflict, and the relationship between
conflict and culture. The second part discusses the resolution process such as the
nature of the resolution and what constitutes a resolution of conflict, effective
communication, the negotiation process, and the nature of impasse in conflict.
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Mayer, Bernard. Staying with Conflict: A Strategic Approach to Ongoing
Disputes. (Jossey-Bass 2009.)
The author explains that when dealing with enduring conflict, mediators and
other conflict resolution specialists need to move past the idea of how quickly
they can resolve the conflict. Instead, they should focus on how they can help
people prepare to engage with an issue over time. Once their attention is
directed away from a speedy resolution to a long-term approach, new avenues
of intervention become apparent.
Runde, Craig E. and Flanagan, Tim A. Becoming a Conflict Competent Leader:
How You and Your Organization Can Manage Conflict Effectively. (Center for
Creative Leadership – John Wiley & Sons, Inc. 2007.)
This book combines research, conceptual models, practitioner experience, and
stories that highlight the core conflict competencies. The book underscores the
importance for leaders to develop the critical skills they need to help them, their
colleagues, and their organizations deal more effectively with conflict and move
their organizations forward.
Runde, Craig E. and Flanagan, Tim A. Developing Your Conflict Competence: A
Hands-On Guide for Leaders, Managers, Facilitators, and Teams. (Center for
Creative Leadership – Jossey Bass, 2010.)
The authors outline a concrete process for dealing with unavoidable workplace
tensions and present a series of thought-provoking questions and selfdiagnostics.
Scott, Gini Graham. Disagreements, Disputes, and All-Out War: Three Simple
Steps for Dealing with Any Kind of Conflict. (AMACOM, 2007.)
The author shows you how to identify the reason for the conflict, recognize and
control the emotional factors, and find the best solution. This book offers a
steps for resolving conflicts resulting from: poor communication and
misunderstandings; different agendas, interests, and values; political power
struggles; incorrect assumptions about others’ motives and actions; and difficult
people.
Tillet, Gregory. Resolving Conflict: A Practical Approach. (Sydney, Australia:
Sydney University Press, 1991.)
A practical approach to the principles, process and practical skills for resolving
conflict.
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Withers, Bill and Jerry Wisinski. Resolving Conflicts on the Job (WorkSmart
Series). (AMACOM, 2nd Edition, 2007.)
The book explains proven methods for resolving differences and suggests
specific techniques that aid in: giving and receiving criticism; handling disputes
at different levels of an organization; resolving disagreements within a team;
and managing different personality types.

Conflict and the Aspects of Communication
 Difficult Conversations
Falcone, Paul. 101 Tough Conversations to Have with Employees: A Manager's
Guide to Addressing Performance, Conduct, and Discipline Challenges.
(AMACOM, 2009.)
This book offers sample dialogues managers can use to facilitate clear, direct
interactions with their employees, helping them sidestep potential awkwardness
and meet issues head-on. Covering everything from substandard performance
reviews to personal hygiene to termination meetings, this guide helps managers
treat their people with dignity, focusing not just on what to say but how to say it.
Gallagher, Richard. How to Tell Anyone Anything: Breakthrough Techniques for
Handling Difficult Conversations at Work. (AMACON, 2009.)
From telling a frequently late employee that we understand what happened
(even as we negotiate for the problem to stop), to asking a rude co-worker
what's bothering them (and by doing so, discovering the root of the problem),
the book gives readers insight into how we all react naturally to criticism and
how to transform interactions that might become verbal tugs of war into
collaborative, problem-solving sessions.
HBSP. Managing Difficult Interactions (Pocket Mentor). (Harvard Business
School Press, 2008.)
This book helps you to effectively manage difficult interactions. You'll learn
how to determine which confrontations are worth an investment of your time
and energy; understand and manage the strong emotions that can arise during
confrontations; design solutions that meet all stakeholders' needs; and coach
your direct reports to resolve confrontations productively.
Patterson, Kerry, Joseph Grenny, Ron McMillan and Al Switzler. Crucial
Confrontations: Tools for Resolving Broken Promises, Violated Expectations, and
Bad Behavior. (McGraw-Hill, 2004.)
This book teaches skills to increase confidence when facing tough issues. Learn
to permanently resolve failed promises and missed deadlines, transform broken
rules and bad behaviors into productive accountability, and strengthen
relationships while solving problems.
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Patterson, Kerry, Joseph Grenny, Ron McMillan and Al Switzler. Crucial
Conversations: Tools for Talking When Stakes are High. (McGraw-Hill, 2002.)
Crucial conversations are interpersonal exchanges that we dread at work or at
home and we either avoid and suffer the consequences or handle badly and
suffer the consequences. This book offers four main factors that characterize a
crucial conversation to help people lower their defenses, create mutual respect
and understanding, increase emotional safety, and encourage freedom of
expression.
Kosmoski, Georgia and Dennis Pollack. Managing Difficult, Frustrating, and
Hostile Conversations: Strategies for Savvy Administrators. (Corwin Press, 2nd
Edition, 2005.)
Be prepared to manage stressful situations before they happen. This book
provides updated content and uncovers effective strategies for dispelling
common sensitive situations.
Stone, Doug, Bruce Patton & Sheila Heen. Difficult Conversations: How to
Discuss What Matters Most. (Penguin, 10th Anniversary Updated Edition, 2010.)
We attempt or avoid difficult conversations every day-whether dealing with an
underperforming employee, disagreeing with a spouse, or negotiating with a
client. This book provides a step-by-step approach to deciphering the underlying
structure of every difficult conversation; starting a conversation without
defensiveness; listening for the meaning of what is not said; staying balanced in
the face of attacks and accusations; and moving from emotion to productive
problem solving.
Waldron, Vincent and Jeffrey Kassing. Managing Risk in Communication
Encounters: Strategies for the Workplace. (Sage Publications, 2010.)
This book focuses on the types of risky interactions that threaten identities,
relationships, and sometimes careers, including voicing dissent, repairing
broken relationships, managing privacy, responding to harassment, offering
criticism, and communicating emotion.
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 Difficult People
Bernstein, Albert J., and Sydney Craft Rozen. Dinosaur Brains: Dealing With All
Those Impossible People at Work. (New York: Ballantine Books, 1989.)
This book deals with irrational thinking and unconscious motivation at the
office. It provides the rules and skills for dealing with irrationality in others and
gains the self-knowledge to identify and cope with your own Dinosaur Brain
behavior.
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Bernstein, Albert J., and Sydney Craft Rozen. Neanderthals at Work: How People
and Politics Can Drive You Crazy And What You Can Do About Them. (New
York: John Wiley & Sons, Inc. 1992.)
This book illustrates the three personality types every company has – rebels,
believers, and competitors – and the problems each have getting along with each
other.
Bramson, Robert M. Coping with Difficult People. (New York: Fireside, 1981.)
This book identifies seven behavior patterns – hostile-aggressives, complainers,
silent and unresponsive, super-agreeables, negativists, know-it-all experts, and
indecisives – and offers six basic steps to coping with each one.

Bramson, Robert M. Dealing with People You Can’t Stand: How to Bring Out the
Best in People at Their Worst. (New York: McGraw-Hill, Inc. 1994.)
The author identifies and explores the psychological roots of ten specific
behaviors and shows readers how to combat the whiners, grenades, tanks,
snipers, close-talkers, pedants, and other inconsiderate people who can ruin your
day.
Dobson, Michael S., William Lundin, and Kathleen Lundin. Working with
Difficult People (Worksmart Series). (AMACOM, 2nd Edition, 2008.)
Learning how to handle difficult people and disruptive behaviors is a critical
career skill in today's high-stress workplace. This WorkSmart guide can teach
you how to approach and respond to difficult people.
Forni, P.M. The Civility Solution: What to Do When People Are Rude. (St.
Martin's Griffin, 2009.)
Many of us find ourselves confronted with rudeness every day and don’t know
how to respond. The author provides more than one hundred different situations,
and shows us how to break the rudeness cycle.
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Frost, Peter J. Toxic Emotions at Work: How Compassionate Managers Handle
Pain and Conflict. (Harvard Business School Press, 2003.)
The author argues that managers must work to institutionalize compassion if
they want to avoid the debilitating effects of pain on performance. He illustrates
how managers can recognize and support toxin handlers and what they must
learn from these individuals in order to take on the critical role of emotional
management themselves.
HBSP, Dealing With Difficult People (Results-Driven Manager, The). (Harvard
Business Press, 2004.)
This guide will help managers develop the skills to avoid conflicts and
negativity; foster positive behavior; and motivate underperformers. Readers will
learn to manage anger and negativity in the workplace, understand how to use
feedback to improve a situation and know when and how to hold people
accountable for their actions.
Linemer, Bobbi. Solving People Problems (Self-Development for Success).
(ANACOM, Marshall Edition, 2000.)
This book gives readers all the knowledge and skills they need to avoid and
solve problems caused by problem people. Identify and cope with different
types of difficult people; overcome inappropriate or obstructive behavior;
increase their assertiveness, self-reliance, and communications skills; and
improve their productivity and working environment.
Solomon, Muriel. Working With Difficult People. (Prentice Hall Press, Rev Exp
Edition, 2002.)
This guide provides practical, workable strategies to deal with these troublesome
colleagues – whether they are problem bosses, colleagues or subordinates. It
explores the various personality types encountered in the work environment,
providing examples and easy-to-follow scenarios for effective communication
that can improve every situation.

 Emotions
Fisher, Roger and Daniel Shapiro. Beyond Reason: Using Emotions as You
Negotiate. (Penguin, 2006.)
This book addresses five core concerns that simulate emotions when you
negotiate – autonomy, affiliation, appreciation, role, and status – and how to
control your own and other’s emotions for a better resolution.
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Glasser, William. Control Theory: A New Explanation of How We Control Our
Lives. (New York, NY: Harper & Row, 1985.)
While we can’t control everything in life that happens to us, we can control our
reactions to those events and this author challenges our thinking and approaches
to life.
Goleman, Daniel. Emotional Intelligence: Why It Can Matter More than IQ. (New
York: Bantam Books, 10th Anniversary Edition, 2010.)
The author delineates crucial skills of emotional intelligence, including control
of one’s own impulses, self-motivation, empathy, and social competence in
interpersonal relationships.

Goleman, Daniel. Working with Emotional Intelligence. (New York: Bantam
Books, 2000.)
The author identifies a set of competencies that distinguish how people manage
their feelings, interact, and communicate that he finds even more powerful of
success than their IQ.

Orloff, Judith. Emotional Freedom: Liberate Yourself from Negative Emotions
and Transform Your Life. (Three Rivers Press, Reprint Edition, 2010.)
The author provides a road map for those who are stressed out, discouraged or
overwhelmed as well as for those who are in a good emotional place but want to
feel better.

 Interpersonal Communication
Bolton, Robert. People Skills: How to Assert Yourself, Listen to Others, and
Resolve Conflicts. (Touchstone, 1986.)
The author describes the twelve most common communication barriers and
explains how to acquire the ability to listen, assert yourself, resolve conflicts,
and work out problems with others.
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Klaus, Peggy. The Hard Truth About Soft Skills: Workplace Lessons Smart
People Wish They'd Learned Sooner. (Harper Paperbacks, 2008.)
The author encounters individuals every day who excel at their jobs but aren't
getting where they want to go. It's rarely a shortfall in technical expertise that
limits their careers, but rather a shortcoming in their social, communication, and
self-management behaviors. This book delivers practical tools and techniques
for mastering soft skills across the career spectrum.
McKay, Matthew, Martha Davis, and Patrick Fanning. Messages: The
Communication Skills Book. (New Harbinger Pubns, 3rd Edition, 2009.)
Topics covered in this book include: active listening, reading body language,
developing conflict resolution skills, talking to children, communicating with
family members, public speaking, handling group interactions, being
interviewed for jobs, and being the interviewer.
Silberman, Melvin and Freda Hansburg. PeopleSmart: Developing Your
Interpersonal Intelligence. (Berrett-Koehler, 2000.)
The authors present a four-step plan for self-improvement. They’ll teach you to
see the current depth of each skill in yourself, encourage you to develop it,
provide clear suggestions for how to put it into action, and inspire you to live it
every day. Complete with creative exercises, examples, and tools, this book will
empower you to become the kind of person who can establish solid
relationships, connect with others, and effectively link their needs with what
you have to offer.
Silberman, Melvin and Freda Hansburg. PeopleSmart Participant Workbook
(Pfeiffer Essential Resources for Training and HR Professionals). (Pfeiffer;
Workbook Edition, 2005.)
The ten modules in this workbook lead you through numerous activities and
exercises, both independently and in groups. These modules allow you to: assess
skill levels for each of the eight PeopleSmart skills; select specific job-related
situations in which to improve skills; practice and apply three ways to develop
each skill; and develop action plans to further practice each skill.
Tannen, Deborah. That's Not What I Meant!: How Conversational Styles Makes
or Breaks Your Relations With Others. (Virago Press, 1992.)
The author explains why good intentions are not enough and that we begin all
conversations with some expectation on how they will progress. This book
helps you recognize differences in styles and how to work with them.
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 Anger Management
Carter, Les. The Anger Trap: Free Yourself from the Frustrations that Sabotage
Your Life.
This book examines root causes of anger and can help you realize your patterns
and break the destructive cycle of criticism, frustration, and irritation that hurt
your and others around you. Practical techniques are offered to help free you
from anger, its hidden insecurities, fears, and selfishness to help improve the
quality of your home and workplace life.
McKay, Matthew and Peter Rogers. The Anger Control Workbook. (New
Heritage Publications, 2000.)
The workbook introduces an approach to anger and provides step-by-step
exercises that will aid readers in identifying, understanding, responding to, and
ultimately coping with their hostile feelings.

 Bullying
Cavaiola, Alan and Neil Lavender. Toxic Coworkers: How to Deal with
Dysfunctional People on the Job. (New Harbinger Publications, 2000.)
Everyone has worked with someone "difficult" - someone who could always be
trusted to blow up or say or do something provoking or inappropriate. The
authors pinpoint a variety of personality traits and disorders, showing how they
come about and offering effective strategies for coping with them.
Daniel, Teresa. Stop Bullying at Work : Strategies and Tools for HR and Legal
Professionals. (Society For Human Resource Management, 2009.)
From the perspective of the human resources (HR) department, this practical
guide provides the tools to both investigate interpersonal conflict and eliminate
the problem.
Kohut, Margaret. The Complete Guide to Understanding, Controlling, and
Stopping Bullies & Bullying at Work: A Complete Guide for Managers,
Supervisors, and Co-Workers. (Atlantic Publishing Company (FL), 2008.)
In this book, you will learn how to identify the problem of workplace bullying,
how to define the workplace bully, how to identify characteristics of a targeted
employee, how to identify pathological characteristic of workplace bullies, how
to bust bullying, and how to bully-proof your employees.
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Namie, Gary and Ruth Namie. The Bully at Work: What You Can Do to Stop the
Hurt and Reclaim Your Dignity on the Job. (Sourcebooks; 2 Edition, 2009.)
Based on an updated survey of workplace issues, the authors explore new
grounds of bullying in the 21st century workplace. The authors teach the reader
personal strategies to identify allies, build their confidence, and stand up to the
tormentor - or decide when to walk away with their sanity and dignity intact.
Oade, Arvanne. Managing Workplace Bullying: How to Identify, Respond to and
Manage Bullying Behaviour in the Workplace. (Palgrave Macmillan, 2010.)
This is a comprehensive book designed to help readers to recognize bullying
behavior at work and identify and select inter-personal strategies for handling
bullying behavior.
Sutton, Robert. The No Asshole Rule: Building a Civilized Workplace and
Surviving One That Isn't. (Business Plus, 2010.)
The idea of this book was based on the notion that employees with malicious
intents or negative attitudes destroyed any sort of productive and pleasant
working environment, and would hinder the entire operation's success. This
book aims to show managers that by hiring mean-spirited employees regardless of talent - saps energy from everyone who must deal with said new
hires.

Conflict and Culture
Babcock, Linda. Women Don't Ask: Negotiation and the Gender Divide.
(Princeton University Press, 2003.)
Women don’t ask for what they want and need because of socialized behavior.
The authors examine culture and gender and share their evidence about how
women can counter the culture from business to the home.

LeBaron, Michelle, Bridging Cultural Conflicts: A New Approach for a
Changing World. (Jossey-Bass, 2003.)
The author presents strategies for bridging the gap between culture and conflict.
She shows how fluency with culture and conflict can be learned through
attention and practice and illustrates it through stories.
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LeBaron, Michelle. Bridging Troubled Waters: Conflict Resolution from the
Heart. (Jossey-Bass, 2002.)
The book suggest ways we can use more of ourselves in addressing conflict by
bridging conflict in relationships and through the awareness of the connection,
shared meaning and respect for identity that conflicts can be transformed.
Ross, Mark Howard. The Management of Conflict: Interpretations and Interests
in Comparative Perspective. (New Haven: Yale University Press, 1993.)
This book offers a cross-cultural approach to conflict management. The author
identifies key features of constructive conflict management societies and
evaluates three strategies of conflict management—self help, joint problemsolving, and third-party decision making—showing how each succeeds or fails
in dealing with both disputants' interests and interpretations as causes of
conflict.
Tannen, Deborah. You Just Don't Understand: Women and Men In
Conversation. (Harper Paperbacks, 2001.)
The author focuses on how communication styles either facilitate or hinder
personal interactions and how men and women are essentially products of
different cultures. Misunderstandings between the sexes often arise because
women connect emotionally in conversation while men prefer to impart
knowledge.

Influence
Cialdini, Robert. Influence: The Psychology of Persuasion. (1998.)
This book describes the science of influence and introduces six principles of
persuasion: reciprocity, scarcity, liking, authority, social proof, and
commitment/consistency.

Covey, Stephen. The 7 Habits of Highly Effective People. (Free Press, Revised
Edition, 2004.)
This book presents an integrated, principle-centered approach for solving
personal and professional problems. The author reveals a step-by-step pathway
for living with fairness, integrity, service, and human dignity -- principles that
give us the security to adapt to change and the wisdom and power to take
advantage of the opportunities that change creates.
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Hogan, Kevin. The Science of Influence: How to Get Anyone to Say Yes in 8
Minutes or Less! (Wiley, 2nd Edition, 2010.)
This book teaches a proven system of persuasion by: learning dozens of all-new
techniques and strategies for influencing others including how to reduce
resistance to rubble; making people feel instantly comfortable in your presence;
and decoding body language, build credibility, and be persistent without being a
pain.
Patterson, Kerry, Joseph Grenny, David Maxfiled, Ron McMillan and Al
Switzler. Influencer: The Power to Change Anything. (McGraw-Hill, 2007.)
The authors provide an essential toolbox by employing a relatively simple set of
practices and attitudes. An influencer motivates others to change; replaces bad
behaviors with powerful new skills; and makes things happen.

Mediation
Beer, Jennifer. The Mediator's Handbook. (New Society Publishers, 3rd
Edition 1998.)
This book walks through each step in the mediation process and provides a
large "toolbox" section that details the skills and approaches used by
professional mediators. There is also a section that looks at informal
mediation.
Bush, Robert A. and Joseph Folger. The Promise of Mediation: Responding to
Conflict Through Empowerment and Recognition. (Jossey-Bass Publishers,
1994.)
This book articulates the "transformative model" of mediation, which greatly
humanizes the vision of how the mediation process could help parties in
conflict. In the past decade, the transformative model has proved itself and
gained increasing acceptance. It is now being used in such diverse arenas as
workplace, community, family, organizational, and public policy conflicts,
among others.
Carpenter, Susan L. and William Kennedy. Managing Public Disputes: A
Practical Guide To Handling Conflict and Reaching Agreement. (Jossey-Bass
Publishers, 1988.)
Draws on the authors' extensive experience in mediating public disputes
involving such issues as mining regulation, waste disposal, and airport
expansion to provide managers in business and government with step-bystep guidelines for designing workable conflict management strategies and
successfully carrying them through to resolution.
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Cloke, Kenneth. Mediating Dangerously: The Frontiers of Conflict Resolution.
(San Francisco: Jossey-Bass, 2001.)
This book shows how to reach beyond technical and traditional intervention
to the outer edges and dark places of dispute resolution, where risk taking is
essential and fundamental change is the desired result. It means opening
wounds and looking beneath the surface, challenging comfortable
assumptions, and exploring dangerous issues such as dishonesty, denial,
apathy, domestic violence, grief, war, and slavery in order to reach a deeper
level of transformational change.
Erickson, Stephen K., and Marilyn S. McKnight. The Practitioner's Guide to
Mediation: A Client Centered Approach. (San Francisco: Jossey-Bass, 2000.)
The authors take you inside the mediation room and explains exactly what
the mediator’s role is in managing both the people involved and the conflict.
Emphasizing a client-centered approach, they show you how to create a
cooperative environment that helps clients resolve issues quickly and achieve
shared goals that are beneficial to everyone.
Folberg, Jay and Alison Taylor. Mediation: A Comprehensive Guide to
Resolving Conflicts Without Litigation. (Jossey-Bass Publishers, 1984.)
Provides practical, how-to advice for mediating a variety of conflicts,
including those arising from divorces, custody and visitation decisions,
family conflict, neighborhood grievances, educational disagreements,
environmental disputes, and problems in the workplace.
Goodman, Allan H. Basic Skills for the New Mediator. (Solomon
Publications, 2004.)
This book provides a detailed overview of mediation, from the premediation
conference through all stages of the mediation session. You will learn to
establish your authority as a mediator, schedule the mediation session,
deliver the mediator's opening statement, prioritize issues, preside during
joint sessions, conduct private caucuses, overcome impasses, identify 'hidden
agenda' and 'throwaway' items, deal with parties who lack settlement
authority, and aid parties to achieve a viable settlement.
Kolb, Deborah. When Talk Works: Profiles of Mediators. (Jossey-Bass
Publishers, 1997.)
A collection of interview-based profiles of mediators at work. Written in the
style of the New Yorker, the book consists of twelve personal and
compelling stories of successful mediators for all areas of our society. Kolb
reveals who they are and what techniques they use to achieve results.
Krivis, Jeffrey. Improvisational Negotiation: A Mediator's Stories of Conflict
About Love, Money, Anger - and the Strategies That Resolved Them. (JosseyBass, 2006.)
The author shares instructive stories about people in conflict – families,
organizations, corporations – and shows how mediated negotiations help
them reach a successful resolution.
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Madonik, Barbara G. I Hear What You Say, But What Are You Telling Me?
The Strategic Use of Nonverbal Communication in Mediation. (Jossey-Bass,
2001.)
The book reveals what it takes to understand, analyze, and utilize nonverbal
communication to greatly enhance the mediation process.

Moore, Christopher W. The Mediation Process: Practical Strategies for
Resolving Conflict. (Jossey-Bass, 3rd Edition, 2003.)
Provides a comprehensive guide to the principles and practices of mediation
offers concrete strategies for every stage of the mediation process.

Phillips, Barbara Ashley. The Mediation Field Guide: Transcending Litigation
and Resolving Conflicts in Your Business or Organization. (Jossey-Bass,
2001.)
This guide is a comprehensive primer that is filled with practical strategies
for elevating conflict resolution to a process that can effectively resolve
business, personal, community, and institutional disputes on multiple levels.
Slaikeu, Karl A. When Push Comes to Shove: A Practical Guide to Mediating
Disputes. (Jossey-Bass, 1995.)
This book covers the basic interpersonal and communications skills needed
to mediate conflict, presenting a five-step mediation process, and coaches the
reader through each phase. It also addresses mediation "on the fly" where a
more structured process is not possible or called for.
Weeks, Dudley. The Eight Essential Steps to Conflict Resolution. (Tarcher,
1994.)
Problems that "just won't go away" can be settled through methods
developed by the author and shows readers how to turn conflict into lasting
partnerships and ensure a fruitful outcome.
Winslade, John and Gerald Monk. Narrative Mediation: A New Approach to
Conflict Resolution. (Jossey-Bass, 2000.)
The narrative mediation approach encourages the conflicting parties to tell
their personal "story" of the conflict and reach resolution through a profound
understanding of the context of their individual stories. The authors map out
this approach to conflict resolution and show how to apply specific
techniques for the practical application of narrative mediation to a widevariety of conflict situations.
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Winslade, John and Gerald Monk. Practicing Narrative Mediation: Loosening
the Grip of Conflict. )Wiley, Johns & Sons, 2008.)
The book contains suggestions and illustrative examples for applying the
proven narrative technique when working with restorative conferencing and
mediation in organizations, schools, health care, divorce cases, employer and
employee problems, and civil and international conflicts.

Negotiation
Fisher, Roger, William Ury, and Bruce Patton. Getting to Yes: Negotiating
Agreement Without Giving In. (Penguin, 2nd Edition, 1991.)
Negotiation is a part of life whether we like it or not. This book provides a
proven method for coming to mutually acceptable agreements in every sort of
conflict. It details how to separate the people from the problem; focus on
interests, not positions; work together to create options that will satisfy both
parties; and negotiate successfully with people who are more powerful, refuse
to play by the rules, or resort to ―dirty tricks.‖
Fisher, Roger. Getting Together: Building Relationships as We Negotiate.
(Penguin, 1989.)
A sequel to Getting to Yes, the author offers a practical approach to the longrange problem of sustaining relationships that can handle problems as they
arise.

Fisher, Roger, Elizabeth Kopelman, and Andrea Kupfer Schneider. Beyond
Machiavelli: Tools for Coping with Conflict. (Penguin, 1996.)
Although this book cites mostly international conflicts as examples, their
insights on getting conflicting parties to the table, viewing dispute from a
variety of perspective, generating creative solutions to dispute, and moving
conflicting parties forward are applicable to any situations.
Kolb, Deborah M. Everyday Negotiation: Navigating the Hidden Agendas in
Bargaining. (Jossey-Bass, 2003.)
The author shows how to recognize the shadow negotiator – unspoken attitudes,
hidden assumptions, and conflicting agendas – and lays out simple steps to
overcome acts of self-sabotage, increase your bargaining power, and encourage
a collaborative discussion.
Shell, Richard G. Bargaining for Advantage: Negotiation Strategies for
Reasonable People, 2nd Edition. (Penguin, 2006.)
The author focuses on six foundations of effective negotiation – your personal
bargaining styles, your goals and expectations, authoritative standards and
norms, relationships, the other party’s interests, and leverage. With the
information of the foundations, the book will walk you through a four-stage
process step by step.
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Ury, William. Getting Past No: Negotiating Your Way from Confrontation to
Cooperation. (New York: Bantam Books, 1991.)
Image Not
Available

This book focuses on negotiating with people who don't really want to
negotiate. It provides methods for dealing with obstacles to negotiations such as
disarming tough bargainers, dodging dirty negotiation tricks, reframing rather
than rejecting, and making it hard for the other party to say no.
Ury, William. Getting Past No: Negotiating With Difficult People. (New York:
Bantam Books, 1991.)
This book provides a step-by-step method for negotiation that aims to ensure
that satisfactory agreement is reached even the most intransigent people.

Ury, William. Getting Past No: Negotiating in Difficult Situations. (New York:
Bantam Books, Revised Edition, 1993.)
A guide to successful negotiation shows readers how to stay cool under
pressure, stand up for themselves without provoking opposition, deal with
underhanded tactics, find mutually agreeable options, and more.

Facilitation and Group Problem Solving
Bens, Ingrid. Facilitating with Ease! Core Skills for Facilitators, Team Leaders
and Members, Managers, Consultants, and Trainers. (Jossey-Bass, 2005.)
This resource offers easy-to-follow instructions, techniques, and hands-on tools
that team leaders, consultants, supervisors, and managers have used to learn the
basics of facilitation. Complete with worksheets on CD-ROM that can be
customized to fit your personal needs, it's a complete facilitation workshop in a
take-home format.
Doyle, Michael. How to Make Meetings Work! (Berkley Trade, 1993.)
The Interaction Method is a recently devised way to stop wasting time and get
things done at meetings. This book covers the method that increases
productivity, allows a feeling of greater participation, allocates types of
meeting-goer, and shows how to develop agendas and meeting rooms.
Ghais, Suzanne. Extreme Facilitation: Guiding Groups Through Controversy and
Complexity. (Jossey-Bass, 2005.)
The author puts on the emphasis on creativity, flexibility, and customization to
change how group members interact with one another and how participants
view the issues even in the most challenging and exceptionally difficult
situations.
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Hoenig, Christopher J. The Problem Solving Journey: Your Guide for Making
Decisions and Getting Results. (Basic Books, 2000.)
Using a wide variety of diagnostics, self-assessment tools, and other interactive
elements, the author helps you identify your own problem-solving profile and
navigate the six dimensions of the problem-solving journey, from "creating the
mindset" to "delivering the results."
Hogan, Christine. Practical Facilitation: A Toolkit of Techniques. (Kogan Page,
2003.)
A facilitator helps groups of people to enable them to interact more effectively
in a wide range of situations and occupations, including workplaces,
organizational planning, leisure and health activities and community
development.
Jones, Morgan D. The Thinker's Toolkit: 14 Powerful Techniques for Problem
Solving. (Crown Business, 1998.)
This book offers a collection of proven, practical methods for simplifying any
problem and making faster, better decisions every time.

Justice, Thomas and David W. Jamieson. The Facilitator's Fieldbook.
(AMACOM, 2006.)
This book covers key areas including: establishing ground rules for groups;
planning meetings and agendas; brainstorming; making decisions; conflict
resolution; making the most of electronic meetings; using groups to drive
change; and helping groups hit sales targets.
Kaner, Sam. Facilitator's Guide to Participatory Decision-Making. (Jossey-Bass,
2007.)
This book provides new tools and techniques including: two chapters on agenda
design, a full section devoted to reaching closure; and more than twice as many
tools for handling difficult dynamics.
Kennedy, Debbe. Breakthrough! The Problem-Solving Advantage: Everything
You Need to Start a Solution Revolution. (Leadership Solutions Publishing,
1998.)
A timeless boxed set of organizational tools and resources that can
revolutionize the way you approach problems. Identify core issues in minutes
relating to management, your team, or your whole organization through actiondirected dialogue.
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Lencioni, Patrick M. Overcoming the Five Dysfunctions of a Team: A Field
Guide for Leaders, Managers, and Facilitators. (Jossey-Bass, 2005.)
The author offers more specific, practical guidance for overcoming the Five
Dysfunctions—using tools, exercises, assessments, and real-world examples.
He examines questions that all teams must ask themselves: Are we really a
team? How are we currently performing? Are we prepared to invest the time
and energy required to be a great team? This guide provides tools needed to get
teams up and running quickly and effectively.
Schuman, Sandy. The IAF Handbook of Group Facilitation: Best Practices from
the Leading Organization in Facilitation (J-B International Association of
Facilitators). (Jossey-Bass, 2005.)
Offers the need-to-know basics in the field brought together by fifty leading
practitioners and scholars. This resource includes successful strategies and
methods, foundations, and resources for anyone who works with groups.
Schwarz, Roger. The Skilled Facilitator: A Comprehensive Resource for
Consultants, Facilitators, Managers, Trainers, and Coaches. (Jossey-Bass, 2n
Edition, 2002.)
Filled with illustrative examples, the book contains proven techniques for
starting meetings on the right foot and ending them positively and decisively.
This important resource also offers practical methods for handling emotions
when they arise in a group and offers a diagnostic approach for identifying and
solving problems that can undermine the group process.
Schwarz, Roger. The Skilled Facilitator Fieldbook: Tips, Tools, and Tested
Methods for Consultants, Facilitators, Managers, Trainers, and Coaches. (JosseyBass, 2005.)
The next-step resource that offers consultants, facilitators, managers, leaders,
trainers, coaches, and anyone that works within the field of facilitation, the
tools, exercises, models, and stories that will help them develop sound
responses to a wide range of challenging situations.
Straker, David. Rapid Problem Solving with Post-It Notes. (Da Capo Press,
1997.)
Solve problems, create solutions and find answers fast—all with the help of
Post-it® Notes because they: are the right size to hold one piece of information
from a problem; are easily to attached to flat surfaces and stay put; and can be
moved and reattached many times.
Straus, David. How to Make Collaboration Work: Powerful Ways to Build
Consensus, Solve Problems, and Make Decisions. (Berrett-Koehler Publishers,
2002.)
This book provides five principles of collaboration: involve the relevant
stakeholders, build consensus phase by phase, design a process map, designate a
process facilitator, and harness the power of group memory. Each principle
addresses the specific challenges people face when trying to work
collaboratively, and each can be applied to any problem-solving scenario.
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Susskind, L.E., S. McKearnan, and J. Thomas-Larmer, J. eds. The Consensus
Building Handbook: A Comprehensive Guide to Reaching Agreement.
(Thousand Oaks, CA: Sage, 1999.)
This handbook is for group decision making and describes how any group can
put these approaches into practice and relates to numerous examples.
Tamm, James W. Radical Collaboration: Five Essential Skills to Overcome
Defensiveness and Build Successful Relationships. (Harper Paperbacks, 2005.)
You will learn to be more aware of others and how to problem-solve and
negotiate. Collaborative skills have never been more important, and these skills
are absolutely necessary for today's workplace.
Wilkinson, Michael. The Secrets of Facilitation: The S.M.A.R.T. Guide to
Getting Results with Groups. (Jossey-Bass, 2004.)
The author delivers a clear vision of facilitation excellence and reveals the
specific techniques effective facilitators use to produce consistent, repeatable
results with groups applying the power of SMART (Structured Meeting And
Relating Techniques).
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