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Walking the Walk and Talking the Talk: 
What to do When the Going gets Rough



Today’s Learning Objectives
◦ To define one’s workstyle and how it 

affects collaborative work

◦ To define elements of successful 
collaboration

◦ To identify strategies to address 
dysfunctional collaboratives and teams

◦ To leave inspired and hopeful



Today
◦ Welcome

◦ Introduce Each Other

◦ Know Thy Self Exercise

◦ Definitions 

◦ Factors of Successful Collaboration

◦ Conflict Happens

◦ Some Approaches
◦ Negotiation

◦ Communication

◦ Designing structures to minimize conflict 



Introductions
◦ Pair Up

◦ Preferably with Someone You Don’t Know

◦ Find Out:

◦ Name

◦ Organization

◦ MeHAF Initiative 

◦ One Thing You are Passionate About

◦ One Thing You want to Learn



The First Step:  Know Thyself Exercise



Definition
◦ Collaboration is a mutually beneficial and well-defined relationship entered into by two 

or more organizations to achieve common goals.

◦ The relationship includes a commitment to:  
◦ A definition of mutual relationships and goals;

◦ A jointly developed structure and shared responsibility;

◦ Mutual authority and accountability for success;

◦ Sharing of resources and rewards.

◦ Amherst H. Wilder Foundation: Collaboration What Makes it Work: A Review of Research Literature on Factors 
Influencing Successful Collaboration



Factors Influencing the Success of 
Collaboration:  The Environment

Number of Studies that 
Identify the Factor

Factor

①②③④⑤⑥ History of collaboration or 
cooperation in the 
community

①②③ Collaborative group seen 
as leader in the 
community

①②③ Political leaders, opinion 
leaders, people who 
control the resources 
support (or at least do not 
oppose) the mission of the 
collaborative group
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Factors Influencing the Success of 
Collaboration: Membership

Number of Studies that Identify the 
Factor

Factor

①②③④⑤⑥⑦⑧⑨⑩⑪ Mutual respect, understanding 
and trust

①②③④⑤⑥⑦⑧⑨⑩⑪ Appropriate cross-section of 
members

①②③④⑤⑥ Members see collaboration as in 
their self-interest

①②③ Ability to compromise
Amherst H. Wilder Foundation: Collaboration What Makes it Work: A Review of Research 
Literature on Factors Influencing Successful Collaboration



Factors Influencing the Success of 
Collaboration:  Process and Structure
Number of Studies that Identify 

the Factor
Factor

①②③④⑤⑥ Members share a stake in process and 
outcome

①②③④⑤⑥ Multiple layers of decision making

①②③④ Flexibility

①②③④ Development of clear roles and policy 
guidelines

①②③ Adaptability
Amherst H. Wilder Foundation: Collaboration What Makes it Work: A Review of Research Literature on Factors 
Influencing Successful Collaboration



Factors Influencing the Success of 
Collaboration: Communication

Number of Studies that Identify the 
Factor

Factor

①②③④⑤⑥⑦⑧⑨ Open and frequent communication

①②③④⑤ Established and formal communication 
links 

Amherst H. Wilder Foundation: Collaboration What Makes it Work: A Review of Research Literature on Factors 
Influencing Successful Collaboration



Conflict Happens…..



Conflict not only happens…it is 
inevitable
◦ So, plan for it in advance

◦ Or to quote my husband:

◦ Proper Planning Prevents 
Pretty Poor Performance



But why is it inevitable in this work?

Complex nature of collaborative networks:

◦ Multiple members
◦ Different missions
◦ Different cultures
◦ Different degrees of power
◦ Often more than one issue
◦ Multiple ways to make decisions
◦ Multiple governance structure
◦ Conflict with the public

Adapted from the Center for the Business of Government, A Manager’s Guide to Resolving Conflicts in Collaborative Networks. 



Avoiding the Zero Sum Game



Zero Sum Win-Win
Views other as adversary Views other as negotiating partner

Approaches negotiations as a struggle one 
must survive or win

Approaches negotiation as a challenge for 
all partners to overcome

Emphasis on claiming value Emphasis on creating value

Goal is a victory by achieving your 
predetermined solution

Goal is to create a solution to meet the 
interests of all parties

Process dictated by belief that one must 
impose or sell one’s position

Process governed by belief that well-
meaning creative people can articulate 
options to satisfy mutual interests

Relies on salesmanship, manipulation or lying Requires honest disclosure of what is 
important to you

Might force choice between relationship 
and goals

Allows parties to focus on relationship and 
substance

Yields reluctantly to pressure from other side Willingly revises position when presented 
with good options

Usually results in win-lose, lose-win, lose-lose,
or compromised outcomes

Potentially results in collaborative win-win
outcomes

Adapted from the Center for the Business of Government, A Manager’s Guide to Resolving Conflicts in 
Collaborative Networks. 



The Road to the Win-Win Negotiation
◦ Define the issue and frame it as a joint task to meet both parties’ needs

◦ Educate each other about your interests
◦ Disclose

◦ Listen

◦ Ask

◦ Look for ways to expand the pie
◦ Create value before you claim value

◦ Generate multiple options for settlement
◦ If you get stuck, go back and review what people’s interests are

Adapted from the Center for the Business of Government, A Manager’s Guide to Resolving Conflicts in Collaborative Networks. 



The Road to the Win-Win
◦ Evaluate the options 

◦ How well do they meet needs?

◦ Select/modify options based on which ones meet needs most

◦ Use objective criteria to resolve impasses

◦ Develop a plan to implement the agreement including monitoring

Adapted from the Center for the Business of Government, A Manager’s Guide to Resolving Conflicts in Collaborative Networks. 



The Problem-Solver Approach
◦ Gain consent in advance about how to manage inevitable conflicts

◦ These steps can help:

◦ Identify collaborative members whose agreement is necessary;
◦ Define the scope of the work;
◦ Establish ground rules for future discussions;
◦ Name the process around exchanging views;
◦ Develop and define administration and allocation of responsibilities;
◦ Negotiate the decision rules for bringing the discussion on issue to a close
◦ Identify a system for resolving impasses.

Adapted from the Center for the Business of Government, A Manager’s Guide to Resolving Conflicts in 
Collaborative Networks. 



Some Tools for your Tool Box…Communication

◦ Ask problem-solving questions to identify interests
◦ Use open-ended questions:

◦ Who, what, when, where, how and why

◦ Listen without interruption

◦ Use chunking techniques:

◦ When asking why is awkward, ask clarifying questions such as:

◦ “How would it be helpful to get x?” OR “What difference would it make to you to have Y?” 

Adapted from the Center for the Business of Government, A Manager’s Guide to Resolving Conflicts 
in Collaborative Networks. 



And some more tools: Communication
◦ Use “reflective” or “active” listening:

◦ Show the other side that you’re listening by paraphrasing back the concerns articulated:

◦ “I want to make sure I understand your concern. Your concern is X.” 

◦ Recognize and respond to hard bargaining:

◦ If the other side is not committed to principled bargaining, recognize the tactics and name 
them openly to rob it of its effectiveness.

Adapted from the Center for the Business of Government, A Manager’s Guide to Resolving Conflicts in 
Collaborative Networks. 



Home Team Issues?!
◦ Ask yourself:

◦ Do team members openly and readily 
disclose their options?

◦ Are team meetings productive?

◦ Does the team come to decisions quickly?

◦ Do team members address shortcomings?

◦ Do team members sacrifice their own 
interests for the good of the team? 



If……….
◦ You answered no to many of these questions, your team may need some work.



Five Dysfunctions of Teams

Patrick Lencioni, The Table Group: The Source for Organizational Health



The good news: team work is not 
rocket science
◦ Use common sense

◦ Accept feedback

◦ Learn from one another 

◦ Be humble

◦ Acknowledge imperfections

◦ Wait for the good in others to 
emerge

◦ Count to 5 



Case Studies: Walking the Walk
Form Small 
Groups

Read, Reflect 
Respond

Report Out



And remember

◦Most people want to do good…many things that seem 
like conflicts are the result of misunderstandings

◦Remind yourself of everyone’s common humanity and 
external pressures that you may not be aware of 

◦At the end of the day, we are more alike than different



The Promised Garden
There is a garden where our hearts 
converse,

At ease beside clear water, dreaming,

A whole and perfect future for yourself,

Myself, our children and our friends.

-- Theo Dorgan
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