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Credé, M., 27
Criticism, receiving, 150–151
Crosby, B., 158
Crothers, L. M., 146
Cultural differences: and customer ser-

vice, 287–289; and time management,
172–173

Culture, organizational: and bullying,
146–147; and mergers, 183–189

Cultures: and conflict, 23; fairness across,
55–57; high-context, 24–25; low-context,
25

Customer agreements, ADR clauses in,
285–287

Customer care professionals (CCPs),
295–298

Customer loyalty programs, 282
Customer recovery systems, 298–299
Customer satisfaction: and conflict man-

agement, 294; defined, 270; and employee
satisfaction, 271; and goal setting,
292; at Main Street Bakeries, 269–270,
289–290; in a sales experience, 294–295;
supplemental reading on, 312

Customer service: and cultural differ-
ences, 287–289; discussion questions
on, 291, 312–313; and empowered
employees, 277–279, 302–303; feed-
back on, 273–275; in nonprofit sector,
308–309; rules for, 271–289; supple-
mental reading on, 291; and technol-
ogy, 283

Customers: as business partners, 281;
costs of disgruntled, 275–276, 279–280;

new versus existing, 280–283; as
promoters, 298

Cutcher-Gershenfeld, J., 203

D
Dana, D., 137, 151
Darden Restaurants Inc., dispute resolu-

tion at, 249–251
Darden, W. H., 250
Darowski, M.., 288, 289
Davenport, T., 394, 395
Davies, G., 270
DeChurch, L. A., 170, 178
DeCusatis, C., 166, 168, 169
Defectors, 34
Deliberative democracy, 339–340,

356–357
Deliberative democracy dialogues, 381
DeMars, J., 286
Denial, as defense mechanism, 11, 41–42
Department of Natural Resources (DNR),

306–307
Deutsch, M., 40, 41, 47, 48, 53, 72, 166
Devasagayam, R., 286
Difficult employees: bullies, 144–148;

dealing with, 140–144; jerks at work,
394–395; psychopaths, 191–193; social
loafers, 153, 177

Dirks, K. T., 175, 176
Disagree and commit, 177, 190
Disassociation, 41
Displacement, 41
Dispute resolutions: at Coca-Cola, 246–248;

at Darden Restaurants, 249–251; at
Johnson & Johnson, 248–249

Dispute systems design (DSD): conclu-
sions on, 262; defined, 228; exercises
related to, 265; four stages of, 237–246;
and goal setting, 265; Hooters’ arbitra-
tion program, 260–261; and interest-based
approaches, 229–230; at Main Street

450 Index

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



Raines samind.tex V1 - 11/15/2012 1:55pm Page 451

Bakeries, 227–228, 263; and non-
profit sector, 255–259; in public policy
process, 337–338; sample private sec-
tor, 246–251; sample public sector,
251–255; six principles of, 232–237;
in small organizations, 259–260; sup-
plemental reading on, 264; and values,
230–232

Distributive bargaining: integrative bar-
gaining versus, 72; steps in, 73–74

Distributive justice, 53
Diversity, 167
Dooley, K. J., 168
Downsizing, organizational, 189–190
Drabek, M., 145
Drahozal, C. R., 286
Druckman, J., 46, 125
Duarte, M., 270
Duffy, J., 102
Duran, J. L., 170
Duxbury, L., 135, 136

E
Einarsen, S., 144, 145, 146
Elementary school discipline trap, 63–64
Ellis, A. J., 152, 177
Emerson, K., 371
Emotional intelligence (EI), 26–27, 147
Emotional investment, and clouded judg-

ment, 88–89
Employee Free Choice Act, 217
Employee lawsuits, increase in, 137–138.

See also Dispute systems design (DSD)
Employee turnover: conclusions on, 160;

cost of, 135–138; and difficult employ-
ees, 140–144, 191–193; exercises
related to, 162–163; and feedback,
148–151; and goal setting, 163; and
hiring process, 140; at Main Street
Bakeries, 133–134; 160–161; and
managers, 154–160; and performance

reviews, 151–154; reasons for, 138–139;
supplemental reading on, 162; and
workplace bullying, 144–148

Employees: difficult, 140–144; dissatis-
fied, 134–135; empowered, 277–279,
302–303; hiring great, 140. See also
Difficult employees

Empowered employees, 277–279, 302–303
Environment and public policy conflict

resolution (E/PP): conclusions on,
348; description of: 319, 330–336; and
errors in collaboration, 344–348; and
partnering, 340–344; process options,
336–340

Environmental conflict resolution (ECR),
330

EPM (empathize, pinpoint problems,
move forward) formula, 148, 149, 150

Equality principle, 53, 54
Equity principle, 53, 54
Erdman Act of 1898, 216
Executive Order 10988, 217
Executive Order 13522, 220
Exit, evaluation, and diffusion phases,

237, 244–246
Exit interview, 136
External locus of control, 56

F
Facilitation skills, 111–112, 390
Facilitators, large-group: characteristics of

successful, 374–375; habits of effective,
375–380

Fairness: across cultures, 55–57; defined,
51; three types of, 53–54

Fallback offer, 83
Farh, C. I., 176, 179
Farh, J., 176, 179
Farrell, L. U., 145
Federal Arbitration Act of 1925, 285
Federal Register, 322, 327

Index 451

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



Raines samind.tex V1 - 11/15/2012 1:55pm Page 452

Fedor, D. B., 182, 190
Feedback: giving, 148–150; receiving,

150–151
Fisher, P. A., 36
Fisher, R., 50, 72, 74, 75, 76, 77, 78, 86, 87,

88, 190, 342
Fisher, R. C., 358, 366, 370, 375
Five conflict styles: accommodative style,

12–14; choosing among, 18–20; col-
laborative style, 7, 14–15; competitive
style, 15, 17–18; compromising style,
16–17; conflict avoidant style, 9–12;
exercises on, 29–30

Flores, F., 214
Folger, J. P., 57, 58, 254
Follett, M. P., 6, 72
Ford, J., 138
Forsyth, D. R., 144
FourSight teams, 169
Fowler, E., 345, 346
Framing, 149
Framing bias, 44, 46
Framing toward a collaborative process,

49–51
Francis, S. C., 188
Free riders, 199–200
Freeman, S., 204
Freud, S., 40
Friedlander, F., 91, 175
Fromm, E., 40
Fujimura, S., 279
Fuld, D., 395
Fundamental attribution errors, 42

G
Galinsky, A. D., 84
Gambrel, P. A., 39
Game theorists, 34
Garrison, , 272
Gault, D., 136
Gelb, B. D., 279

Genius teams, 169
Gerzon, M., 57
Getting to Yes: Negotiating Without

Giving In, 45, 74, 76, 87, 342
Gevers, J. M., 169
Gillespie, B. M., 171
Gilly, M. C., 279
Gittel, J. H., 206, 222
Goal setting: and conflict management

habits, 30–31; and conflict styles and
theories, 68; and customer satisfac-
tion, 292; and different stakeholder
groups, 225; and dispute resolution
systems, 265; and facilitation skills,
390; and habits of great managers, 163;
and listening skills, 129; and negotia-
tions, 96; and regulatory agencies, 351;
self-reflection for, 392–393, 400; and
team assessment, 197

Godt, P. T., 141
Goldberg, S., 229
Goldsmith, J., 48, 57, 391
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