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Chapter 6
Interpersonal Relations:
Further Developing Capabilities

This chapter covers many perspectives, principles, and
skills that help individuals do the following: (a) take an
in-depth look at themselves; (b) determine how they are
behaving interpersonally; (c) recognize why; (d) take an
in-depth look at those with whom they interact; (e) determine how those with whom they interact are behaving—
and why; (f) identify how they themselves might behave
more functionally; and (g) further develop their interpersonal awareness, understanding, and sensitivity. All of
these contribute to a person’s ability to interact functionally and successfully with the “people aspects” of his or
her environment—an ability called social intelligence by
Gill and Borchers (2003).
Human interactions, however, are not the same everywhere. According to Gollwitzer and Oettingen (2004),
Ryan and Deci (2000), and Triandis (2004), motivational
factors, normative values, and acceptable interpersonal
behavior are relative to where you are, what you do, and
with whom you interact.. Attitudes and behavior that are
appropriate in one region, country, city, organization, unit, or group may not be functional elsewhere.
Thus, it is very important that people become (a) more
knowledgeable about people’s interpersonal motivations
and behavior, (b) more aware of their motivations and
behavior, (c) more inclined to behave amicably and cooperatively toward others, and (d) more skilled at interacting
effectively with the people in their environment. .
In addition, developing interpersonal knowledge and
skills improves social interactions and helps anyone do
the following: (a) get along better; (b) cope more successfully with their life circumstances and environments; (c)
better fulfill their own and others’ needs; and (d) increase
their own and others’ attainment of goals. In other words,
these developmental activities can help to make the world
go around in a more orderly, congenial, pleasant, and fulfilling manner.
Chapter 6 is aimed at helping our readers do all of the
above.
Many frames of reference for describing and explaining interpersonal behavior and its many aspects have been
developed. This chapter surveys a number of frames of
reference that have been put forth over the years.

The chapter is broken down into five parts:
Part 1 discusses how personal characteristics motivate,
enable, or otherwise relate to interpersonal behavior. It also describes key dimensions of interpersonal orientations
and the three basic ego states and their associated life positions.
Part 2 describes three evolutionary phases of relationships: (a) initial contact (initiation or approach); (b) relationship formation or development; and (c) relationship
maintenance. The coverage of these phases also discusses
levels of personal traits that are functional (beneficial or
appropriate) and dysfunctional (detrimental or inappropriate) for developing and maintaining relationships.
Part 3 describes several distinctive interpersonal styles
in terms of levels of self- and people-orientedness. It also
explains them in terms of levels of specific underlying
personal characteristics (such as drives, values, personallity traits, and capabilities). The section also describes the
interpersonal dimensions, ego states, life positions, and
managerial style tendencies that are related to the distinctive styles.
Part 4 describes behavior in social groups. It discusses
group formation, membership phenomena (such as who
plays which roles), and social norms and enforcing sanctions that help maintain a social group and its internal and
external relationships.
Part 5 describes interpersonal conflicts in terms of
symptoms, types, causes, and approaches (styles) for resolving them.
Again, all this information helps individuals to....
• gain greater insight into and be better able to
resolve interpersonal problems;
• more effectively improve or further develop interpersonal knowledge and skills including interpersonal awareness, insight, understanding, empathy,
sensitivity, and tolerance; and
• more effectively improve or further develop children’s, students’, and subordinates’ interpersonal
knowledge, understanding, attitudes, skills, behavior, and interactions.
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Values That Relate to
Interpersonal Behavior
The values discussed in the next two subsections are
separated into the two categories first mentioned in Chapter 2: valued matters and interpersonal values.
Valued Matters
Chapter 2 defined the “valued matters” (concerns for
certain matters) on the Study of Values psychological
measurement instrument by Allport, Vernon, and Lindzey
(1960a) and by Kopelman, Rovenpor, Allport, and R.D.
Cecil (2006). [Yes, this Cecil.]
Economic (money, business, material, practical) value
Political (power, authority, influence) value
Social (altruistic, people) value
Theoretical (intellectual) value
Religious (spiritual) value
Aesthetic (beauty, artistic) value
People who are more self-oriented are generally higher in the economic, political, and achievement values. On
the other hand, those who are more people-oriented are
generally higher in the social (altruistic) value and behave
more unselfishly, benevolently, conscientiously, morally,
and ethically toward others.
Interpersonal Values
Leonard V. Gordon (1960a, 1997a) developed a frame
of reference for describing and explaining types of interpersonal behavior. His psychological instrument measures these six values:
Leadership, Recognition, Benevolence,
Support, Conformity, and Independence.
Each of these values (concerns for various matters)
also affects how people behave toward and relate with
others. For example, those who are highest in benevolence and conformity will tend to behave in the most
kind, sympathetic, moral, conscientious, and self-controlled manner toward others.

Seashore’s Interpersonal “Dimensions”
Psychologist Charles Seashore (1979) developed another very useful frame of reference for gaining insight
into one’s own and others’ interpersonal behavior. It consists of ten key interpersonal dimensions: initiative, dependency, self-disclosure, expectations, connection, time

contact, status, resources, emotional range, and conflict. It
should be pointed out that the general tendencies described in this section only partially influence an individual’s behavior and relationships. Other influences include
(a) the characteristics, attitudes, and behavior of the other
person or persons with whom the individual is interacting
and (b) other nonpersonal variables affecting a relationship or social interaction.
Initiative: Seashore measures this dimension on a
continuum that ranges from “active” (high in initiative) to
“passive” (low in initiative). Initiative can be directly
associated with a person’s level of sociability. At the high
end of the continuum, the active and very self-confident
and sociable extrovert tends to be outgoing and to approach interpersonal situations. At the low end of the continuum, the passive, insecure, and timid introvert tends to
avoid or withdraw from interpersonal interaction. Ambiverts are in the middle of the scale. They can be slightly
extroverted in some situations and slightly introverted in
others.
Dependency: This dimension ranges from “dependent” (on the high end of the scale) to “interdependent” (in
the middle) to “independent” (at the low end). Dependent
individuals are usually high in social needs and concerns
for others’ understanding, support, kindness, and positive
feedback. Independent persons tend to be lower in social
needs and concern for others’ support. Unlike the two extremes, interdependent people are generally medium to
relatively high in the underlying characteristics and are
more socially mature and inclined to give and take in relationships with others.
Self-Disclosure: This dimension deals with how readily and truthfully individuals can talk about themselves—
that is, their experiences, thoughts, feelings, characteristics, strengths, weaknesses, problems, hopes, fears, goals,
successes, mistakes, and failures. People who are self-disclosing (high in disclosure) tend to possess a healthy selfimage and a high level of self-confidence. Those who are
non-self-disclosing (low in disclosure) tend to possess a
low self-image, high levels of insecurity and ego-defensiveness, and low self-confidence.
Expectations: This dimension ranges from “hidden” to
“open.” It basically refers to thoughts and feelings about
one’s relationship with the other person or group. People
who are open readily express their expectations about relationships. On the other hand, people who are hidden
generally hide their expectations.
Connection: This dimension ranges on a scale from
“intimate” to “distant.” People who tend to be intimate in
their relationships like close, intimate interactions. They
also tend to be sensitive, caring, benevolent, supportive,
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sociable, interdependent, trusting, tolerant, and communicative. They concentrate on the relationship itself, both
giving and taking so that each party benefits emotionally.
Individuals who tend to be distant toward most people are
generally just the opposite.
Time Contact: This dimension ranges from “little”
(little contact time required to establish a relationship) to
“long” (long contact time required), especially with respect to close, meaningful, intimate relationships rather
than casual, superficial acquaintances. Note that time contact can be as much a function of the other party in a relationship as a function of one’s own needs, values, skills,
and personality traits.
Status: This dimension ranges from “one up” (at the
high end of the scale) to “equal”(in the middle) to “one
down”(at the low end). People who try to get and stay
one up on other people in status tend to be higher in selfcentered traits than in people-oriented traits. They may be
rather insecure in terms of their self-image, identity, and
reputation and may need to reinforce their ego by proving
to themselves and others that they are superior in some
respect. Those who are one down in status tend to be low
in self-esteem and self-confidence. They may be introverts who are inclined to be very introspective, self-critical, withdrawn, and emotional. Those who are equal in
status treat others as equals and tend to possess a balance
in their levels of self-oriented and people-oriented traits.
Resources: This dimension ranges from “competitive
for resources” at one end of the scale to “collaborative” at
the other. Those who are highly competitive tend to be
rather selfish and opportunistic. Those who are more
collaborative tend to be more socially mature (less selfcentered and more people- or team-oriented). Although
Seashore’s scale does not include the term, it is our view
that “noncompetitive” is actually the opposite of “competitive” and should be positioned at the other end of the
scale, with “collaborative” in the middle. In other words,
“collaborative” is to the competitiveness scale what “interdependent” is to the dependence-independence scale.
Emotional Range: This deals with an individual’s capacity to feel a broad spectrum of emotions—
for example: fear, pain, anger, and love. Seashore’s scale runs
from “all emotions are readily available” to “only_____ is
available.”In general, people who have all human emotions available are fairly well adjusted, cope successfully
with life, and interact normally with others. On the other
hand, people who have a narrow range of emotions available may be repressing, sublimating, compensating for, or
trying to control certain positive or negative emotions.
Their narrow range of emotions often indicates that they
are not well adjusted and do not possess the levels of vari-

ous traits that would enable them to interact normally and
successfully with people and with their environment.
We prefer to use the terms emotionality and emotional
stability, which deal with the intensity and volatility of a
person’s emotions rather than with a range of their availability. People who are highly emotional (emotionally unstable) experience frequent and rather intense emotional
peaks and valleys. They have tendencies to be introspective and self-critical and to have some difficulty coping
effectively with their responsibilities and relationships.
These tendencies cause self-image and identity problems.
Conversely, those who are emotionally stable tend to be
above average to high in self-esteem, sense of self-worth,
sense of psychological well-being, and self-confidence.
Conflict: Seashore’s conflict dimension ranges on a
continuum from “able to generate it” (at one end of the
scale) to “moderates it” (in the middle) to “avoids it” (at
the other end). People having the greatest tendency to
generate conflict are usually very self-centered and not
very people-oriented. They are inclined to satisfy their
own needs and attain their own goals at other people’s expense. They frequently hurt others’ feelings when they
build themselves up by putting others down. People who
tend to avoid conflict are usually the most vulnerable and
uncertain about themselves. They avoid or withdraw from
situations in which they might experience conflict and
psychologically painful, ego-diminishing negative feedback. People having the greatest tendency to moderate
conflict are well-adjusted and socially mature. Like those
who are interdependent and those who are equal in status,
they possess a balance between self- and people-oriented
traits.
In general, an individual’s levels of Seashore’s interpersonal dimensions are the net result of both personal
and nonpersonal influences.
Now do a personal inventory. Mark what or where
you think you are on the scale for each dimension.
Initiative:
Active____ __Ambivert_______Passive
Dependency: Dependent_Interdependent_Independent
Self-disclosure: Self-disclosing ________ Non-self-disc
Expectations: Open _____________________ Hidden
Connection:
Intimate______ ____________ Distant
Time contact: Little_____ __________________Long
Status:
One up______ Equal______ One down
Resources:
Compet.___Collaborative__Non-compet.
Emotional range: All___________ __________ Narrow
Conflict:
Generate_______Moderate______Avoid
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“Ego States” and Associated “Life Positions”
Relationships between people involve both verbal and
physical interaction. When people interact, they each are
“sending transactions” to the other. Eric Berne (1961,
1964), a psychotherapist and the father of transactional
analysis, has defined a transaction as either (a) a verbal or
physical stimulus (for example, a statement from one person to another) or (b) a verbal or physical response (for
example, a reply from the second person to the first). According to Berne, analyzing any transaction can lead one
to infer that a particular ego state underlies it. He identified three main ego states: parent, adult, and child. He
thought that these terms would help explain complex
subconscious phenomena to the average person.
Ego states can be described as learned role patterns,
which consist of learned attitudes and behavior concerning oneself, others, and one’s relationships with others.
During childhood, we learn what it means to be a child, a
parent, and an adult from various role models. Our role
models include parents, teachers, coaches, religious figures, other children’s parents, relatives, other adults, siblings, and other children. As children see and hear these
various types of role models behaving in certain ways,
they record a “script” for each role in memory—as
though on a recording tape. Thus, according to Berne,
each of us has a “parent tape,” an “adult tape,” and a
“child tape.” Which one of the three tapes we “play back”
at any given moment depends on the context or circumstances in which we find ourselves and the nature of the
stimuli we are experiencing. In other words, we may tend
to play one particular tape (behave one way) given one
set of conditions and play another tape (behave another
way) given another set of conditions.
Thomas A. Harris (1973) translated these ego states
into what he called life positions. A life position describes
how a person who is operating in a particular ego state
views self and others in terms of being “OK” or “not
OK.” While being OK can mean different things to different people, it usually means the following to people in
general: (a) being knowledgeable, competent, alert, and
able to cope successfully; (b) having self-esteem, a strong
identity, healthy self-image, and self-confidence; (c) being a good (moral, decent) person; (d) being able to relate
well with others; (e) being liked or loved by others; (f)
having a desirable reputation (having status, prestige, and
others’ trust, respect, and admiration); and (g) having influence (if not control) over one’s life and environment.
Being “not OK” means the opposite.
You might already have surmised that our own OKness largely revolves around our own ego needs and the
level of their satisfaction. You might also have surmised
that our attitudes about others’ OK-ness largely revolve

around other people’s behavior toward us and how that
behavior affects our ego.
According to Harris, these are the four basic life positions:
I’m OK, you’re not OK
I’m not OK, you’re OK
I’m not OK, you’re not OK
I’m OK, you’re OK.

(Parent)
(Child)
(“Hurt child”)
(Adult – mature)

Parent, child, and adult ego states, several substates,
and their associated life positions are depicted on grid
frameworks in Figures 6.2 and 6.3 on page 6-14. The
horizontal axis indicates one’s perception of one’s own
level of OK-ness. The vertical axis indicates one’s
perception of another person’s (or other people’s) level of
OK-ness. A particular ego state (or substate) and its associated life position are represented on the grid framework
by the intersection of the levels of “own OK-ness” and
“others’ OK-ness.” For example: The parent state position is where one’s own OK-ness is perceived as being
high (I’m OK), while others’ OK-ness is perceived as being low (you’re not OK). These two levels intersect in the
bottom right corner.
Both young people and adults should take this opportunity to determine which states or substates they operate
in most of the time—and why. They might also do the
same with respect to the people closest to them, and then
consider the implications for their relationships with others and what they could do to improve them.
The major ego states and their associated life positions
are described in Table 6.3 on pages 6-16,17. Note that
several major ego states are divided into substates. Also
note that each is described in terms of (a) the associated
life position, (b) the estimated levels of relevant values
and personality traits, (c) the estimated levels of Seashore’s interpersonal dimensions, (d) interpersonal style
tendencies (which will be discussed later in this chapter),
and (e) managerial or leadership style tendencies. The
levels of psychological traits and Seashore’s dimensions
have been estimated based on the following: (a) the behavior described in the definitions of the ego states and
life positions; (b) the behaviors associated with being
high or low in values and personality traits (per the definitions and descriptions in the manuals of instruments
used to measure those traits); and (c) intercorrelation tables in those instruments’ manuals.
Here are several additional perspectives on ego states
and their associated life positions:
Parent ego state: The parent ego state is represented in
the “I’m OK, you’re not OK” life position. When people
behave according to their parent tape, they are employing
learned, value-laden attitudes or behavior patterns. Berne
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and others have identified two parent sub-states: Critical
parents “know” what is right and wrong, good and bad, or
normal and abnormal. They “know” what people should
do and should not do. They lecture, scold, and lay down
the law. If they are in a position to threaten, direct, and
control others, they do so, normally in an authoritarian
manner. In general, they often enhance their own ego at
the expense of other people’s egos and feelings. Such behavior makes other people feel not OK. As shown in Figures 6.2 and 6.3, and in Table 6.3, the critical parent substate can be divided into two substates: very critical (autocratic) and critical (authoritarian). Nurturing parents, on
the other hand, paternalistically teach, support, and protect. They set limits and provide direction, but are much
less inclined to put others down and control them.
Child ego state: As shown in Figures 6.2-3 and Table
6.3, this state can be associated with an “I’m not OK,
you’re OK” attitude (life position). Such individuals are
easy to spot. When they are getting their own way, they
are happy, curious, and imaginative. But when they are
not getting their own way and feel frustrated or inadequate, they sulk, whine, throw tantrums, manipulate others, and indulge themselves. Various names for child substates have been suggested by Berne (1963, 2004); Hersey, Blanchard, and Johnson (2001); and others: natural
child, adapted child, little professor, happy child, destructive/rebellious child, and destructive/compliant child. We
prefer to think in terms of these child substates: undersocialized (self-centered) child (who often becomes an
authoritarian parent, manager, or leader); compliant child;
rebellious child; and socially adjusted child. The different
child sub-states are largely functions of the manner in
which and the degree to which children have been socialized.
Adult ego state: According to Harris, this involves an
“I’m OK, you’re OK” attitude (life position). To us, however, it involves an “I’m pretty much OK, you’re pretty
much OK” attitude. You will note in Figures 6.2-3 and
Table 6.3 (pages 6-16,17) that the adult state has been redefined and divided into two substates: the adult state and
the synergistic state. “I’m OK, you’re OK” is reserved for
the synergistic ego state. As discussed later in this chapter, the interpersonal style of people in the adult ego state
tends to reflect relatively high self-orientedness and relatively high people-orientedness.
Synergistic ego state: Abe Wagner (1981, 1999) defined the synergistic state as an overlapping P-A-C combination of ego states—a healthy combination of the nurturing parent, the adult, and the adjusted child. When it is
appropriate for people with this combination to rely on
their value systems to make judgments about their own
and others’ behavior, they can let their nurturing parent

state take over. When it is appropriate for them to be rational problem solvers and decision makers, they can let
their adult state take over. And when it is appropriate for
them to relax, be emotional and spontaneous, and simply
have fun, they can let their (adjusted) child state take
over. According to Wagner, this combination of substates
is functional for several reasons: First, it accounts for the
fact that many people tend to operate in different ego
states under different sets of circumstances. Second, it is a
combination of the most mature and functional substates.
Nevertheless, we believe that synergistic adults normally behave more functionally and consistently than
people who shift from one state to another. They can be
described as follows: They are highly socialized and
highly developed mentally. They purposefully control
their ego and strive for self-actualization. Because they
understand and like themselves and others, they have
healthy, accepting, mature attitudes about themselves,
others, and their relationships with others. Their life position is one step beyond that of the adult: “I’m OK, and
you’re OK. Even so, neither of us is perfect. But by working together and sharing our knowledge, feelings, attitudes, and skills with each other, we can develop a more
satisfying relationship and can both become what we
have the potential to become.” Such individuals are socially mature. Their relatively high levels of prosocial
values (social and benevolence values) and social conscientiousness are balanced by a relatively high level of
adaptability (the ability to think honestly, realistically,
and fairly about oneself and others). Like all human beings, they have emotions. But when their emotions might
result in physical or emotional harm to others, they are
guided by their prosocial inclinations and exercise selfcontrol. When analyzing situations, solving problems, and
making decisions involving their own and others’ behavior, they use their mind and take a calm, rational, balanced, and mature approach. Nevertheless, they fully consider their own and others’ needs, values, and feelings
when doing so. They take life, themselves, others, and
their relationships with others seriously. Even so, they are
good-natured and not always so serious that they cannot
occasionally relax and enjoy life. Just as they themselves
are well socialized, well developed mentally, well adjusted socially, and otherwise well-rounded, they conscientiously develop others (for example, their children and subordinates) in a well-rounded manner. In short, those operating in the synergistic state do not jump around among
various ego states. Instead, they behave in a more consistent manner. They are constantly aware of and sensitive to
—and always consider and deal with—the rational, valuerelated, and emotional content of interpersonal situations. Put another way, their attitudes and behavior are
governed by their hearts and their heads. As discussed
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later in the chapter, people who have a healthy, mature,
well-rounded personality also have an interpersonal style
that reflects “high self-orientedness, high people-orientedness.”

Behavior of Additional Types of People
In our opinion, much more interpersonal awareness and
understanding can be gained by looking at individuals as
systems of specific characteristics than by generalizing
about them and looking at them as “types of people.”
Nevertheless, we must acknowledge that there are identifiable patterns of behavior involving certain combinations of
levels of drives, values, and personality traits.
Largely because it is easier for many people to think
about themselves and others in simple, general terms instead of more specific terms, a number of psychologists
have grouped people having certain combinations of personal characteristics into broad categories. Very often,
these typologies (a) look at the same traits or combinations
of traits from different perspectives; (b) emphasize certain
traits or groupings of traits; and/or (c) focus on the contexts
in which people are behaving and interacting.
As you read about the various types of people described
below, you might try to determine whether your trait levels
put you (a) in the area of one particular type, (b) closer to
one type than another, or (c) somewhere between two or
more types. You might also consider whether or not the
people with whom you have the most contact are more one
type than another. If you can generalize, what might the
implications be for your relationships with them?

Mok’s Typology
Based on the personality theories of Carl Jung and the
Transaction Analysis theories of Eric Berne, Paul Mok described these four types of people: (a) sensors; (b) feelers;
(c) thinkers; and (d) intuitors. Think about which one, if
any, you resemble.
Sensors: Also called “doers” by others, Mok described
Sensors in the following terms: active, spirited, and actionoriented; practical and results-oriented; impulsive and reactive; “now-oriented”; and hurried. They are always busy,
move and act quickly, like to get to the point, can be
abrupt, and write in brief terms that convey a sense of urgency. Being action-oriented, impulsive, and reactive, and
seldom worrying about the past or thinking about the future, they prefer not to sit around thinking and planning. As
a result, they give situations little thought, pay little attention to facts and details, allay their own and others’ doubts

or anxieties by taking action, and often become impatient
with thinkers and planners. Sensors enjoy the thrill of a
challenge, but prefer a quick pay-off. They give and demand total loyalty, but tend to blame others for their own
mistakes. Under stress, they tend to become domineering
and arrogant. Their surroundings are usually disorganized
and cluttered.
Mok estimated that about 40% of Americans are sensors—especially executives, athletes, and salespersons.
Feelers:
Also called “emoters,” “affiliators,” “relaters,“
and “socializers” by others, Mok described feelers as follows: emotional, excitable, and spontaneous; warm and
friendly; interpersonally sensitive, perceptive, empathetic,
and sympathetic; introspective; self-indulgent; and both
trusting and trustworthy. Feelers love people and relationships with people. Also loving adventure and shunning
boredom, they are constantly seeking or trying something
new. They base their decisions primarily on their feelings
and are oriented to the past. They prefer warm, informal,
personalized surroundings and are warm, friendly, and humorous in their spoken and written communications. Being
good listeners, Feelers are frequently asked to help solve
others’ emotional or interpersonal problems. However, to
other types of people, they can often seem impulsive, erratic, and cavalier. When under stress, their impulsiveness,
sentimentality, and feelings of guilt can become more apparent.
Mok estimated that about 25 percent of Americans fit
this description. Among them, he says, are those in the
fields of nursing, psychology, social work, acting, sales,
and writing.
Thinkers: Mok described thinkers as being the following: astute, logical, and analytic; objective, cool, composed, and business-like; numbers-oriented; cautious and
conservative; organized and systematic; and deliberate,
thorough, and accurate. According to Mok, Thinkers prefer
to seek facts and think things out, so they seldom leap to
conclusions or make snap decisions. Because they consider
the past, present, and future, they also have a sense of direction and plan well. Thinkers write in an organized, specific manner and like tidy, functional surroundings. On the
negative side, they can get bogged down in details and can
be rigid and dogmatic once they have arrived at a conclusion. In addition, they can have rather dull personalities
and can lack the spark to motivate and mobilize people.
Mok and others have estimated that about 25% of the
American population are the type whose occupations require painstaking research and accuracy—the engineers,
accountants, lawyers, data processing specialists, teachers,
and professors.
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Intuitors: Mok’s “intuitors” have also been called “conceptualizers.” He described them as follows: intellectual
and theoretical/conceptual; imaginative, creative, and innovative; solution-oriented; aloof and impersonal; and future-oriented. They enjoy structuring knowledge and relating information and ideas. They like to think and plan and
are confident of their abilities to understand problems and
find solutions. Unlike thinkers, who think about the practical applications of ideas, they are more interested in the
“big picture” or overall concepts and principles, and are
usually bored by technical details and everyday events.
Intuitors like futuristic surroundings and are inclined to
speak and write in a wordy and abstract manner. Impractical, rigid, uncompromising, erratic, and unpredictable, they
become very impatient with people who do not see and appreciate the value of their ideas.
Mok estimated that about 10% of Americans fit this
description—especially scientists, inventors, researchers,
architects, planners, and some artists and writers.

The “A” and “B” Typology
A second typology was originated in about 1959 by
Drs. Meyer Friedman and Ray Rosenman31 of Mount Zion’s Harold Brunn Institute. In researching the causes of
heart attacks, the two cardiologists wondered whether or
not people’s personalities might be involved. By comparing personality trait data with the levels of risk involved in
suffering heart attacks, they concluded that personality
traits can be significant causes. They called people whose
personalities put them at the highest risk “Type A,” and
those whose personalities put them at the lowest risk “Type
B.”
“Type A” Personalities:
Friedman and Rosenman
described “classic Type A” individuals as being habitually
impatient and continually under stress. Because they have
an urgent feeling that there is not enough time for them to
do all they feel they must do, they display characteristic
“hurry sickness” and “free-floating hostility.” Highly responsible and serious, Type A people are engaged in many
activities. They move briskly, eat rapidly, and speak hurriedly and excitedly. They will hurry others to make their
point and will even finish their sentences. It is common for
them to work past closing time or take work home. Their
bodies always seem tense—never relaxed. They are usually
obsessed with numbers that indicate how well they are performing. In addition, they tend to vent hostility on others,
verbally abusing them in the process. According to the two
doctors, these behavior patterns are outward indicators of
inner conflicts and emotional turmoil.

Others have described Type A personalities as being
hard-charging, intense, time-obsessed, restlessly impulsive,
aggressive, hypertensive, excessively ambitious, overcommitted, out of control, careless, in a panic, and always on
the defensive. They talk faster and louder than most people, tend to be workaholics, and take little time to think and
plan.
Friedman and Rosenman very often found classic Type
As among trial lawyers, salespersons, TV performers, auto
racers, and newspaper reporters. They acknowledged, however, that Type As can be found in all occupations.
“Type B” Personalities: Drs. Friedman and Rosenman
described Type B individuals as being just the opposite: relaxed and unflappable. This does not mean, they said, that
Type Bs are incapable of hard work, achievement, and
advancing to high positions. In fact, they found that Type
Bs often make better executives because they do not rush
decisions, make snap judgments, or antagonize their subordinates. They know their capabilities and limitations,
whereas Type As do not—and don’t wish to.
The doctors found more Type B personalities among
patent attorneys, government clerks, and accountants.
“Type C” Personalities: Since the time when Drs.
Friedman and Rosenman identified Types A and B, psychologist Robert Kriegel identified another type of people.
According to him, these people actually thrive on challenges, pressures, risks, and being on edge. They do so, he
says, because they are more self-confident, committed, enthusiastic, and in control. These “Type C” individuals have
found what he calls the “C Zone,” where they feel great
about what they are doing and can stay on top of everything.
The Myers-Briggs Typology
The Myers-Briggs Type Indicator (MBTI) is a psychological measurement questionnaire developed by Katharine
Briggs and her daughter, Isabel Briggs Myers (1962). It is
based on the typological theory developed by Swiss psychologist Carl G. Jung. Jung believed that people differ in
terms of six “processes”: Extroversion (E); Introversion (I);
Sensing (S); Intuition (N); Thinking (T); and Feeling (F).
Extroversion (E) / Introversion (I): As discussed earlier, extroversion and introversion are at two ends of a continuum. At one end are extroverts―people who are more
inclined to focus internally on thoughts concerning concepts and ideas. At the other end are introverts, who are
more inclined to be outgoing and to interact readily with
people, objects, and activities in their environment.
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Sensing (S) / Intuition (N): Sensing and intuition are at
the ends of a spectrum that measures how people take in
information and then use it to make decisions. At one end
are sensors, who gather information using their five senses.
They tend to be observant, objective, practical, and realistic. At the other end are intuitors, who see possibilities,
meanings, and relationships. They value imagination and
innovation―and tend to be theoretical.
Thinking (T) / Feeling (F): These are at the ends of a
spectrum that measures how people make decisions using
information. At one end are people who prefer to think―
who make decisions by analyzing data and considering
causes and effects. At the other end are those who rely on
their feelings, trust their interpersonal relationships, and
make decisions based on more subjective considerations
(such as how a decision will affect other people).
Judging (J) / Perceiving (P): In 1917, Katharine Briggs
and her daughter, Isabel Briggs Myers, identified a fourth
dimension or continuum. At one end are people who prefer
judging and tend to live in an orderly and planned manner.
They manage their time and are systematic and decisive.
At the other end are those who prefer perceiving and tend
to be open and adaptive. They will keep planning and organization to a minimum so that they can get more data,
identify more options, and more easily adapt to changing
circumstances.
The MBTI Manual describes sixteen possible combinations of the four basic processes. Even though the MyersBriggs is popular in certain circles, we do not discuss the
combinations for several reasons: First, we believe that,
like other generalized typologies, the Jungian typology is
based too heavily on just one concept of personality, introversion-extroversion. Second, Myers-Briggs and the other
typologies mentioned above describe broad, somewhat
simplistic, and rather easily remembered types of people.
On the other hand, while we and others do often generalize about people’s traits and behavior, we always attempt
to encourage and help people (a) think in terms of specific traits, and (b) understand that behavior is not just a
matter of a few broad types, and not only a function of
drives, ego states, life positions, values, personality traits,
or mental capabilities. It is a net effect of all of these and
other elements interacting with and upon each other as an
extraordinarily complex system operating within a very
complex environment. Therefore, we leave it to readers to
research the above general typologies further if they wish..
The next four Parts deal with these aspects of interpersonal behavior: the formation, development, and maintenance of relationships; interpersonal styles; behavior in social groups; and interpersonal conflicts.

Part 2
The Initiation, Development, and
Maintenance Phases of Relationships
An interpersonal relationship can be defined as a
“short- to long-term pattern of interactions between individuals.” The natures of people’s relationships differ,
largely because their motives for forming relationships
differ, their levels of interpersonal skills and attitudinal
traits differ, and the circumstances surrounding their relationships differ.
Relationships may pass through several phases:
1. approach and initial interaction phase;
2. relationship formation or development phase; and
3. relationship maintenance phase.
Many relationships, however, do not pass through all
three phases. Some never get beyond the approach and initial interaction stage. Some never fully develop. And
some, even though they do become more fully developed,
are not maintained over time.

The Approach and Initial Interaction Phase
Individuals make first contact and have initial interactions for many possible reasons. These initial interactions
open the door for subsequent interactions to occur. This
does not necessarily mean that they will occur, or, even if
they do, that a more lasting relationship will develop.
Whether a relationship lasts largely depends on personal
traits and environmental factors.

Types of Approachers and Their
Interpersonal Dimensions and Specific Traits
Table 6.4 (split onto pages 6-22 and 6-24) indicates
the “types” of approachers that we have identified and
given names. It also describes them in terms of their behavior, motivations, and specific traits. As you read, ask
yourself if you are closer to a certain type than the others.
Also, do any of the people with whom you have contact
stand out as being a particular type?
Type 1: Self-centered, Utilitarian, “Success-Oriented”
Because of the specific traits listed in the table, these
peopleapproachothers in order to establish relationships that will enable them to enhance their own power, au-
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thority, or influence and their own economic (material or
financial) success. Obtaining these traditional indicators of
success gives them status and makes them feel as though
they are “OK people.” Even though they are highly selfconfident with respect to their jobs and social relationships,
they are still rather insecure. To reinforce and enhance their
egos (to be OK), they tend to use the “self-superiorizing”
measures that put others down and put themselves up (e.g.,
domination, manipulation, intimidation, the use of double
standards, etc.). (In Seashore’s terms, these people want to
be “one up” in status.) They also use ego-defense mechanisms to a great extent. Being relatively low in social maturity, they compete for power, economic success, and selfgratification at other people’s expense. In short, these individuals tend to be “people users,” and approach others in
order to establish relationships that will build up their own
egos and serve their own ends.
In general, these individuals are most often found in executive and leadership positions, sales, the legal profession,
and politics.

Type 2: Self-Oriented, Highly Achievement-Oriented
While Type 1 individuals’ egos focus on traditional,
success-oriented values (the economic and political values), Type 2 individuals’ egos focus on concerns for
achievement and recognition. They strive to do something
better than it has ever been done before—not for the sake
of money or power, but for the sake of their own sense of
competence and achievement and for the sake of others’
admiration, respect, and recognition. They approach and
get interpersonally involved with others in order to get
done what they must to achieve their own goals. Even so,
they are not Type 1 “people users.” Although it sometimes
seems that they do not especially like people, they do. In
fact, they will treat other people fairly well—when they
take the time to relate with them.
Such people can be found in all occupations. Those
who are very intelligent, well-educated, thought-oriented,
and creative or innovative are often found in fields such as
psychology, social science, philosophy, science, and technology. Those who are more artistically gifted can be
found in art, music, and dance. These people can tend to be
more introverted than extroverted—largely because they
may receive more personal satisfaction from their occupational pursuits than from interpersonal relationships. In
other words, they are less interested in people than in their
own personal achievement. Athletes, on the other hand, can
also be high achievers; but they generally tend to be more
sociable than the thought-oriented, creative individuals.

Type 3: Rather Self-Oriented, But Paternalistic
These approachers are not as cold-hearted, selfish, and
utilitarian as Type 1s. They tend to be slightly lower (relatively high to high) in self-confidence, dominance, and the
economic and political values, while being higher (low average to high average) in social maturity (and related traits
such as the social and benevolence values, social conscientiousness, and self-control). These individuals can be found
in all occupations.

Type 4: (a): Self-Centered, Self-Indulgent
(b): Self-Centered, Insecure (Undersocialized)
When these people can feel more OK than (superior to)
others, and/or when they can exercise power or authority
over others, they tend to be self-centered and self-indulgent. Having an insecure ego and being relatively low in
self-control and social maturity, they will selfishly seek
personal gratification or pleasure at other people’s expense.
They approach others in order to use them and get what
they want (as do Type 1 approachers).
On the other hand, when those coming from the undersocialized child state cannot feel more OK than others,
and/or when they cannot exercise power or authority over
others, they tend to become Type 4(b). They will use what
seems to be more people-oriented, submissive behavior as
a smoke screen—while they actually manipulate others in
order to get what they want.
Behaviorally, the big difference between 4(a)s and
4(b)s is basically tactical. In other words, when they are
“one up,” they use their position, authority, or influence
selfishly; but when they are “one down,” they use manipulative tactics selfishly.

Type 5: (a): Self-Centered, Insecure (Rebellious)
(b): Self-centered Passive-Resistant (Difficult)
When these individuals feel more OK than other people, and/or when they are in a position to exercise power or
authority over others, they tend to be Type 5(a). The “a”s
approach others for the following reasons: (a) to establish
relationships in which they can use ego enhancement and
defense mechanisms to get “one up” on others; and/or (b)
to use their power or authority to dominate, successfully
rebel against, or get even with others.
On the other hand, when others are dominating or controlling them and putting them down, they feel defeated,
hurt, resentful, and antagonistic, and tend to become Type
5(b). If they can do nothing to alter the situation, they may
resist by being passive and uncooperative. If they are angry
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and resentful enough, they may openly and aggressively rebel against domination or control. Either way, they generally avoid interaction—especially with those against whom
they are rebelling. Occasionally, however, they will approach those whom they think they might be able to enlist
as allies in their rebellion.
Such individuals can be found in most all occupations.

Type 6: People-Oriented, Selfless, Insecure
The opposite of Type 1, these individuals are relatively
high to very high in social needs, dependence, the need for
support, the social value (love of and concern for people),
benevolence, social conscientious, and self-control. On the
other hand, they tend to be relatively low to very low in the
sense of self-worth, the sense of psychological well-being,
self-confidence, and self-assertiveness. Although some can
be ambiverts if not extroverts, many if not most are introverts (are in the lower percentile ranges in sociability).
Type 6s tend to love all humanity. But, because of their
dependency and insecurity, they can have difficulty becoming closely or intimately involved with more than one
or two individuals. As a result, they generally approach
others not so much to establish close relationships with
them, but to help them and to be kind and benevolent toward them. Especially in larger groups of people, they tend
to be stand-offish. Even so, they yearn for others’ attention,
support, understanding, acceptance, and approval. As a result, they strive to generate positive feedback from others
in order to feel that they themselves are OK. Thus, they do
approach others—but rather cautiously. They want to make
sure that people like them and will give them positive rather than negative feedback.
Type 6s are generally found in social service occupations. Among them are many nurses and social workers
and a number of ministers, priests, rabbis, and nuns. Type
6s are also likely to be those who are dominated by someone in authority over them (e.g., a boss, spouse, or parent).

Type 7: Relationship-Oriented (Reciprocal)
These individuals are relatively high to very high in social needs and in sociability (social extroversion). They are
also average or high average in (social) self-confidence and
(inter)dependence. In addition, they are high average to
high in social maturity, and tend to give and take in interpersonal relationships.
As a result of these trait levels, Type 7s have experienced considerably more positive than negative feedback
in most of their interpersonal relationships. Over time,

therefore, they have come to expect more positive than
negative feedback. Thus, they approach people easily and
confidently.
These people are most likely to be found in occupations
that emphasize direct interpersonal contact (e.g., personal
selling, public relations, and customer relations).

Type 8: “Balanced” Orientations – Medium/Average
Self- and People-Orientedness
These individuals are neither self-centered nor selfless.
They are “about average” (low average to high average) in
self-oriented traits such as the political, economic, and
achievement values. They are also medium or average in
people-oriented traits such as the social and benevolence
values, social conscientiousness, and social maturity. In
other words, their (average) self-centered, selfish tendencies are balanced by (average) social motives. They are not
especially extroverted, nor are they especially introverted.
Instead, they are about average in sociability—i.e., they are
“ambiverts,” who can be slightly more extroverted in some
situations and slightly more introverted in others.
Such individuals approach others for a variety of reasons: (a) to gain adequate economic success and some control over their lives; (b) to form satisfying relationships
with others; and (c) to develop a decent self-image and reputation. Being medium or average in social maturity, they
satisfy their own desires at other people’s expense to a
much smaller degree than Type 1 individuals.
In short, Type 8s are middle-road in their interpersonal
relations. Unlike other types of people, who represent a
smaller percentage of the population, these people constitute the greater majority.
They can be found in all occupations.
Type 9: “Balanced” Orientations – Above Average
Self- and People-Orientedness
These individuals are either high average or relatively
high in self-oriented values and personality traits, while
being either relatively high or high average in peopleoriented values and personality traits. Thus, their levels of
self- and people-oriented motives and personality tendencies are more or less balanced at a slightly higher level than
those of Type 8 individuals. In addition, their overall levels
of self- and people-orientedness are slightly higher, because their levels of interpersonal skills, original thinking,
and social maturity are slightly higher.
These people approach others for basically the same
reasons as Type 8s. Given their slightly higher social ma-
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turity and interpersonal skills, however, they are less likely
than Type 8 individuals to satisfy their own needs and desires at other people’s expense.
Type 9s can be found in all occupations.

Type 10: “Balanced” Orientations – Highly Self- and
People-Oriented
These individuals are neither highly self-centered nor
highly selfless. As we will discuss further in Section 2,
they possess the highest possible balance between (a) selforiented traits such as the economic, political, and
achievement values, self-confidence, and self-assertiveness; and (b) people-oriented traits such as the social and
benevolence values, sociability, social conscientiousness,
social maturity, and self-control. Perhaps the biggest difference between them and Type 8 people is that they are
even higher in interpersonal skills such as social insight,
interpersonal sensitivity, and communicative skills. Indeed,
they are the most mentally, emotionally, and socially mature of all types of people. In our view, such people operate in the synergistic ego state. Their attitude is, “I’m Ok,
you’re OK.”
These individuals approach other people for mature reasons: (a) to gain a reasonable degree of economic success
and to have influence over their own lives; (b) to form
satisfying relationships with others (for the sakes of both
parties equally); and (c) to develop a healthy, mature selfimage, identity, and reputation. Being mature, they are not
inclined to do any of the above at other people’s expense.

Type 11: Non-Approacher (Highly Introverted)
Although these individuals often tend to be rather highly socialized and compliant (like Type 6s), they are exceptionally low in traits such as self-confidence, the sense
of self-worth, the sense of psychological well-being, selfassertiveness, independence, and sociability. (The levels of
various other self- and people-related values and personality traits may range from high to low.) These trait levels
reflect deep insecurity and a yearning for support, understanding, acceptance, approval, and positive feedback. In
effect, they live in a state of helplessness and near hopelessness
Such people have experienced considerable psychological hurt and much more negative than positive feedback in their interactions and relationships. Having come to
expect negative feedback, therefore, they tend to avoid and
withdraw from interpersonal situations—especially those
involving groups of people.. .

Nonetheless, given their great need for attention, acceptance, and approval, they occasionally approach others
on a one-to-one basis—but do so very cautiously. They
often go from one person to another trying to find someone
who will like them and can be trusted not to hurt or take
advantage of them.
These individuals can be found in all occupations
except those involving frequent and direct social contact.
As shown on page 6-23 of Table 6.4, each type of approacher follows a somewhat different pattern with respect
to developing and maintaining relationships. Some—such
as Types 1 and 2—are more inclined to form and maintain
rather superficial acquaintances. Others—such as Types 7
through 10—are more inclined to develop and maintain
deep, close, mature relationships. Also, some—such as
Types 7 through 10—
are better than others at developing
and maintaining relationships.

“Interaction Apparel” Worn by Approachers
Especially during first interactions between two strangers, both individuals are consciously or unconsciously
trying to protect (and probably to enhance) their ego to
some extent. They are wearing the apparel initially illustrated in Figure 6.1 on page 6-9.
In Figures 6.4 and 6.5 on pages 6-26 and 6-27, both
John and Mary are wearing armor, and both are carrying a
shield in the left hand. The armor and shield represent
defense mechanisms, which they can use to defend their
ego, identity, self-image, and reputation against negative
interactions or strokes (negative feedback). As mentioned
earlier, the shield represents their first line of defense:
suppression, denial, and projection mechanisms. Their armor represents fall-back defense mechanisms for dealing
with ego-threatening stimuli when they are forced to accept responsibility for a wrong, a mistake, or a problem.
Those mechanisms include rationalization, compensation,
sublimation, repression, fantasy, regression, identification, aggression, and undoing.
Both individuals are also equipped with measures that
can be used to enhance or reinforce their ego, identity, or
self-image. The negative or dysfunctional measures include: identifying; criticizing, ridiculing, and blaming;
dominating and intimidating; creating dependency; manipulating and using; unfairly outcompeting others; engaging in one-upsmanship; applying double standards;
and hurting others. The more functional measures for enhancing ego include: personal development; association;
creative or innovative self-expression; problem solving;
striving to achieve or succeed; and behaving maturely.
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The two individuals are also wearing masks, which
are both protective and projective devices. The masks
protect their ego by hiding who they really are down deep
inside from the other person—at least until the other person has proven that he or she can be trusted. They also
help project what they want the other person to see or
what they think the other person wants to see in them.
People use their masks as projective devices to elicit positive, ego-enhancing or ego-reinforcing feedback (positive
interactions or strokes) from others.
In addition, both people are carrying swords. The
swords represent the things that each can do to hurt the
other, especially if the other hurts them first. The things
that hurt others—such as being criticized, blamed, or ridiculed—are listed in Table 6.2 on page 6-8. A sword can
be sheathed in the scabbard at one’s side, leaving the right
hand free to give the other person positive strokes, or it
can be drawn and wielded with the right hand to deliver
negative (hurtful) strokes.
Figure 6.4 shows that, as a relationship begins to develop (in this case between John and Mary), the masks
are slowly raised. One person raises his or her mask
slightly to expose what he or she thinks or feels and looks
for the other person’s response. If the other responds by
raising his or her mask slightly and exposing something
about his or her self, the upward-ratcheting effect has begun. The exchange of positive, reassuring responses can
go back and forth until each person sufficiently trusts the
other with his or her ego and both masks are eventually
removed.
On the other hand, as shown in Figure 6.5, when negative feedback occurs during this process, it can stop or
even reverse the back-and-forth behavior-response scenario. Once negative strokes begin to occur, they may
quickly escalate. Let us say, for example, that Bart gives
Carl a slight poke with his sword (or some other negative
stroke). Once hurt, Carl might respond with, “Ok, you
took a poke at me, so now I’m going to meet your response and raise you one”—and deliver two pokes. Bart,
now hurt and becoming angry, in effect says, “Well, if
that’s how you feel about it, you get three harder pokes!”
And the deteriorating exchange of negative strokes shown
at the bottom of Figure 6.5 heats up.

Relationship Formation or Development Phase
Two basic types of relationships can form or develop
during this phase: acquaintances and close relationships.
We associate the word “form” with acquaintances. Acquaintances are relatively superficial and distant relationships that simply form without any real effort on either
person’s part. On the other hand, the word “develop” is

associated with close relationships. Close relationships
are deeper. They develop as both persons experience increasing trust and intimacy and put forth some effort to
become closer. Of course, relationships that begin as superficial acquaintances can develop, become closer, deepen, and mature.
A relationship’s nature, which largely depends on the
extent of its development, is influenced by two major sets
of factors: the environmental circumstances surrounding
the relationship and the characteristics of the individuals
involved.

Relationship Maintenance Phase
Once relationships have formed or developed, they are
either maintained or not. Those that are not deteriorate,
often lapsing into less close and intimate acquaintances.
Some may even deteriorate into unfriendly relationships.
Maintaining close relationships is more difficult than
maintaining acquaintances. It requires more motivation,
effort, and skill.
It must be pointed out that the development and
maintenance phases do not necessarily stop and start at
some easily determined point. Actually, they should overlap. On one hand, each level of a developing relationship
must be maintained by both individuals if their relationship is to develop further. On the other hand, both individuals must continually work at developing their relationship if they are to maintain it successfully. Here, too,
many environmental factors and personal traits influence
(a) whether a relationship will be maintained, (b) at what
level it will be maintained (superficial or close), and (c)
how well it will be maintained.

Dimensions and Specific Traits Involved
in the Development and Maintenance Phases
Forming and maintaining acquaintances is not
particularly difficult. Consequently, most people are fairly good formers and maintainers of acquaintances. Developing close relationships is considerably more difficult,
so fewer people are good developers of close relationships. Maintaining close relationships is most difficult,
and even fewer people are good at it—as many husbands
and wives, parents and children, superiors and subordinates, colleagues or coworkers, and close friends can attest. This being the case, the following discussion primarily deals with the traits necessary for successfully developing and maintaining close, mature relationships.
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Please begin referring to (the right side of) Table 6.4
on page 6-24.

Successful Development and Maintenance
in Terms of Seashore’s Dimensions
Most people would probably agree that good or successful developers and maintainers would be above average to relatively high (rather than being too high or compulsively high) in these Seashore dimensions: (a) initiative (active rather than passive); (b) self-disclosure; (c)
expectations (open rather than hidden); (d) connection
(intimate rather than distant); (e) resources (collaborative
rather than competitive); and (f) emotional stability (stable rather than unstable).
In addition, most people would expect the best or most
successful developers and maintainers to be medium in
the remaining four dimensions: (a) status (equal rather
than high or low); dependency (interdependent rather than
dependent or independent); (c) conflict (moderate it rather
than generate or avoid it); and (d) time contact (medium
rather than little or long).
Seashore makes an excellent, related point: especially
if an individual is dysfunctionally high or low in certain
dimensions and wishes to be more interpersonally effective, he or she must make an effort to be sensitive to, understanding of, and accepting of the attitudes and behavior of those who are at the opposite end of these dimensions’ scales. Doing what Seashore suggests amounts to
increasing one’s sensitivity and social insight (social intelligence). For some individuals, this might mean making a point of (a) experiencing a wider range of interpersonal situations, (b) considering different attitudes and
behavior patterns, or (c) experiencing a wider range of socially related emotions.

Successful Development and Maintenance
in Terms of (Chapter 2’s) Specific Traits
Most people would agree that being above average to
relatively high (but not overly or compulsively high) in
the following personal characteristics is most functional
for successfully developing and maintaining close relationships: self-confidence, sociability, the social and benevolence values, social conscientiousness, adaptability,
emotional stability, self-control, conformity, social maturity, interpersonal sensitivity, social insight, original thinking, and communication skills.
With respect to the following traits, however, it is
functional to be medium to relatively high—but no higher: the need or concern for achievement, the concern for

recognition, the economic value, the political value, the
achievement value, self-assertiveness, and independence.
When people are high to very high in these traits, and
when the levels of these traits are not balanced by adaptability and more socially oriented motives, they tend to
dominate, achieve, and gain economic success, power,
and recognition at other people’s expense. Such behavior
is dysfunctional because it often hurts other people and
causes many interpersonal conflicts.
Again, because it generally takes more motivation and
skill to maintain close relationships than to develop them,
the importance of functional levels of traits increases as
relationships move from the development phase into the
maintenance phase. This particularly applies to the following:
• People-oriented traits such as the social value, benevolence, social conscientiousness, adaptability,
social maturity, emotional stability, and self-control
• People-related skills such as interpersonal sensitivity, social insight, communicative skills, and problem solving (conflict resolution) skills
Simply stated, people who are the most effective,
successful developers and maintainers of close, ongoing
relationships tend to have more functional levels of
more traits than those who are less successful. They also
tend to have a broader range of interpersonal experience.
Those who are most successful, therefore, are essentially
synergistic individuals.

Environmental Influences on Relationships’
Initiation, Development, and Maintenance
While needs and drives, values, attitudes, personality
traits, and interpersonal skills all influence interpersonal
relationships, it must be acknowledged that environmental factors and circumstances also exert influences on the
initiation, development, and maintenance of relationships.
Therefore, having discussed how personal characteristics
tend to influence relationships, we must turn to the environmental influences.
Interdependence of Roles or Jobs: Interdependencies
exist when the informational, material, or service outputs
of one person or group are inputs to and affect the performance of another person or group. In organizations,
such interdependencies exist between superiors and subordinates, colleagues at the same level, and coworkers. In
schools it applies to teachers, students, and administrators. When roles, responsibilities, or jobs are interdependent, people must interact with each other in order for
each to fulfill his or her own responsibilities or needs. In-
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To summarize, people’s job or role interdependencies
and physical proximity are the vehicles that enable interpersonal interactions. In general, the greater the interdependence, the closer the proximity, and the greater the
number or frequency of interactions, the greater is the
probability that relationships will form or develop. Nonetheless, as mentioned earlier, the existence of such vehicles is not enough for relationships to form or develop.
People must also have the motivation to interact and the
abilities to do so appropriately. Functional relationships
require (a) opportunities to interact with adequate frequency, (b) adequate motivation to interact and to develop and maintain relationships, (c) functional interpersonal
attitudes, and (d) adequate interpersonal skills.

Part 3
Interpersonal Styles
An interpersonal style consists of a particular set of
general or overall interpersonal behavior patterns and orientations that largely determine how a person interacts
with other people. Several styles are more distinctive than
others.
People’s interpersonal styles are influenced by many
personal and nonpersonal (environmental) factors. At any
given moment in time, one’s personal characteristics directly influence interpersonal behavior. These characteristics include needs and drives, interpersonal dimensions,
ego states and associated life positions, values, personality traits, attitudes, goals and expectations, and knowledge and abilities. All these characteristics have previously been influenced—or even molded—by major nonpersonal (environmental) variables: (a) parents, relatives,
and siblings, who themselves have their own set of characteristics and their own resulting interpersonal styles; (b)
social norms exercised by peers; (c) educational systems;
and (d) religious organizations (among others). Because
different people have been influenced in different ways
and to different degrees by both environmental factors
and their own personal traits, they have different interpersonal style tendencies. This chapter will not discuss how
a person who uses a particular style most of the time may
have developed the underlying traits and orientations.
This can best be done by an expert who is able to review
an individual’s trait profile and discuss the individual’s
background in detail.
This section describes various distinctive interpersonal
styles in terms of the following personal influences: (a)

associated attitudes and behavior patterns, (b) associated
or underlying ego states and life positions, and (c) underlying levels of groups of personal traits. By using the trait
definitions in Table 6.1 (pages 6-2 through 6-5), by evaluating your levels of these personal characteristics honestly, and by using psychological assessment scores when
possible, you should be able to develop very useful and
important insights into how and why you behave toward
others as you do. Doing the same regarding others’ characteristics and behavior can also provide useful insights.
Figure 6.6 helps describe interpersonal styles in basic
terms and using parts of an iceberg. An individual’s basic
or predominant interpersonal style directly results from
influences exerted by existing levels of characteristics
that make up his or her nature—the unseen nine-tenths of
the iceberg below the surface. His or her nature, in turn, is
underlain by a combination of two types of orientations:
self-orientation (or self-orientedness) and people orientation (or people-orientedness). Attitudes regarding one’s
self, others, and one’s relationships with others tend to be
associated with different combinations of levels of selfand people-orientedness.
Self-Orientedness. The overall level of one’s self orientation is a combination of levels of concern for,
attention to, and ability to satisfy one’s own needs,
motives, and goals. It reflects self-assertiveness with
respect to one’s identity, individuality, and personal
gratification.
People-Orientedness. The overall level of one’s people orientation is a combination of concern for, attention to, and ability to sense and to deal both conscientiously and benevolently with the needs and feelings
of others. It can be more or less equated with one’s
communality—
that is, one’s sense of community, interdependence, and the need to interact with others in
a caring, sharing, more selfless manner.
Underlying one’s levels of self- and people-orientedness are one’s levels of specific personal characteristics.
These characteristics are divided into four groups:
Self-oriented motive/attitudinal traits are shown to the
left of middle on the bottom row.
Self-related capabilities are shown at the bottom left.
People-oriented motive/attitudinal traits are shown to
the right of middle on the bottom row.
People-related capabilities are shown at the bottom
right.
Several distinctive styles—
and many styles in be- tween
—can be explained with this model. They can also

Chapter 6: Interpersonal Relations: Further Developing Capabilities 6-33

We will not discuss interpersonal styles further here,
because it should not be necessary to put into paragraph
form what is already in the table. However, the following
should be kept in mind: While the five “distinctive styles”
described in Table 6.5 are more distinctive than other
combinations of the self and people orientations, a particular individual’s style may be (a) one of these distinctive styles; (b) close to one or the other of these styles; or
(c) somewhere between two or more of them. Therefore,
readers are cautioned not to stereotype people and mistakenly think about their own or another’s interpersonal
style as necessarily being one of the distinctive styles described here.

Part 4
Behavior in Social Groups
This part discusses ways that groups form, membership phenomena such as the roles members play, and the
norms and sanctions that develop to foster and enforce
uniform group attitudes and behavior.

Dynamics of Group Formation
Groups generally form as a result of one of two basic
processes that we call “proximal cohesion” and “nonproximal adhesion.” Each of these processes tends to occur under a particular set of circumstances.
Proximal Cohesion: The word proximal means “situated close to” or “in the proximity of.” The word cohesion means “unity” or “sticking together.” Thus, proximal
cohesion means the interpersonal union of people who are
situated close together. That union can develop when people (a) are already working, playing, or otherwise interacting together; (b) are situated in proximity to each other
(for example, because of work area, office, or classroom
layout.); and (c) can communicate rather easily through
speech, gestures, or facial expressions. How quickly and
tightly a group forms is usually a function of the degree to
which potential group members have other, non-workrelated things in common. The group that forms may or
may not include all the persons who are physically close
to each other. In addition, it may or may not grow larger.
If it does grow, it can do so by either admitting others in
the area who were not original members or going through
the process of nonproximal adhesion.
Nonproximal Adhesion: Nonproximal means “not in
proximity.” Adhesion means “a union of parts (or mem-

bers) by growth” and “an agreement to join.” It also connotes a mutual attraction between people that is somewhat like the attraction between similar molecules which
causes them to adhere to each other. Thus, nonproximal
adhesion refers to the formation of a group of people who
are not situated close together but are joining together
(more voluntarily than interdependent work groups)—
mostly because, like affinity groups, they share characteristics (such as values or interests) or have other things in
common. An initial group (we call the “nucleus”) may
grow through further adhesion as initial members invite
other friends to associate with them and participate in
their activities. As a result, the outsiders are assimilated
into the group. How large the group becomes is a function
of various factors discussed in the following pages.

Membership Phenomena
Membership phenomena in social groups include
qualifications for becoming a member, how members acquire status, and the different roles that members can
play.
Membership Qualifications: As a rule, social groups
are more inclined to accept into their ranks persons who
possess most or all of the following qualifications: (a)
they share characteristics and attitudes valued by the
group; (b) they can be expected to adhere to the group’s
normative (customary) attitudes and behavior; (c) they
will tend to contribute to the group’s image or status visà-vis other groups; and (d) they appear to be likable and
congenial.
Members’ Status: A person’s status within a group is
largely a function of his or her levels of the characteristics
most valued or shared by the group. It can also be a function of how consistently he or she adheres to the group’s
norms. Members who possess higher levels of valued
characteristics and adhere more consistently to group
norms tend to have a higher status. The reverse tends to
be true of members who have relatively low status.
Members’ Roles:
One’s status in a group generally
carries with it a role, and there are many roles that can be
played.
Leaders of groups function to implement and maintain
the group’s norms. They usually possess high levels of
the group’s valued characteristics.
The task leader is the member who reinforces group
goals, exhorts the group to accomplish activities, and
provides guidance, direction, and coordination for
task-oriented activities. These leaders are likely to be
followed because of their high degree of work-related
expertise.
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The social leader is the member who encourages social interaction within the group, fosters morale and
esprit de corps, and often reduces tensions by shifting
members’ attention away from conflict to more friendly interactions. He or she is likely to be followed in
social matters because of a highly congenial personality. Social leaders can occasionally break group norms
because of their very high status. The task leader and
social leader may or may not be the same individual.
The remaining members of the group can have several
nonleadership roles. First and foremost, the other
members are the followers. They confer status on and
receive status from others in the group. Because their
status is not as high as the task leader and the social
leader, they are less inclined to violate the group’s
norms and customs. (However, fringe members and
newcomers to the group, both of whom have relatively
low status, may have little to lose by breaking the
group’s norms.)
The role of an arbitrator is to reduce tensions arising
from interpersonal conflicts by mediating between the
parties involved. This role may be performed by the
task leader when task-related interpersonal conflicts
are involved. It may be performed by the social leader
when conflicts arise during more socially-oriented activities. Or it may be performed by another member of
the group who is good at mediating conflicts. Such a
person tends to have slightly higher status than other
followers.
Many groups have a clown or entertainer. Inasmuch as
this person can generate laughter within the group, he
or she can also perform the function of a tension reducer. Such individuals also tend to have more status
than other followers.
Members who have friends outside the group can be
intergroup contacts, facilitating communications with
members of other groups.

Norms and Sanctions for
Maintaining Groups
Because membership in a group fulfills important
social and self-image needs, groups tend to maintain and
perpetuate themselves for the benefit of all members. To
do so, they develop group norms and enforce them with
various sanctions.
Group Norms Defined
Group norms are attitudes, expectations, and rules
about what members should or should not do under vari-

ous circumstances. They include: group values, attitudes,
interests, and goals; expected modes of behavior; customs; social procedures; and both formal and informal
rules.
The basic functions of group norms are to (a) maintain
an atmosphere in which members’ needs can be consistently fulfilled; (b) solidify interpersonal relationships
among group members; (c) promote high morale and esprit de corps; (d) increase the uniformity of members’ attitudes; (e) promote unity of purpose; (f) prevent internal
conflict; (g) increase the uniformity of internally and externally directed behavior; (h) promote concerted action
(especially when the norms or activities of the group are
threatened from inside or outside); and (i) perpetuate the
group.
Matters with Which Group Norms Deal
To perform the functions just listed, group norms must
deal with both internal and external matters.
Some of the internal matters with which group norms
deal are (a) membership qualifications; how status is to be
conferred on members; (c) who will perform which roles;
(d) how members should interact with and behave toward
each other; (e) the manner in which work is to be done or
group activities are to be performed; (f) how interpersonal
conflicts are to be resolved; and (g) how norms themselves are to be enforced within the group, through the
use of both positive and negative sanctions (positive and
negative stimuli or feedback).
Some of the external matters with which norms deal
are (a) how members should behave toward people outside the group; (b) how outsiders should behave toward
group members; (b) how to maintain the group’s identity
or image vis-à-vis other individuals and groups; and (c)
how influence should be exerted on other individuals and
groups, so that their behavior will be functional for the
group’s maintenance, cohesion, goal achievement, and
morale.
Examples of Norms
A common norm among children, students and workers is to withhold bad news from parents, teachers, and
bosses. In some groups, the norm is, “If you’ve got power, don’t flaunt it,” whereas in others it is, “If you’ve got
power, use it.” In many work groups the norm is, “Don’t
outperform the rest of the group and cause performance
standards to be raised for everyone.” In many workerlevel groups, it is the norm to act masculine and hide your
feelings, whereas in social service groups, it is to be sensitive to others and express your feelings.
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Development of Group Norms

Norm-Enforcing Negative Sanctions

The development of a group’s norms is influenced by
some combination of both individual and shared needs
and motives, interests, goals and expectations, attitudes,
and abilities (strengths and weaknesses).
The developmental process actually involves many
processes: learning, trial and success, problem solving, attitude and behavior modification (both purposeful and
subconscious), and conflict resolution. The developmental process is continuous. Initial norms may be replaced
with new norms as a result of experience gained through
internal and external interactions.
It should be pointed out that while norms are meant to
be functional for groups’ well-being and maintenance,
they are often dysfunctional for interpersonal and working relationships with outside individuals or groups.
It should also be pointed out that group norms usually
develop and operate without group members and outsiders being consciously aware of them. Thus, their influences on people’s attitudes and behavior are often among
the most subtle and unrecognized of all influences.

The forms and degrees of negative sanctions used to
discourage and punish behavior that deviates from group
norms and is detrimental to the group include (a) ridicule
and sarcastic remarks, (b) criticism, (c) blame, (d) indications of reduced status within the group, (e) reduced cooperation in group activities, (f) withholding of information, (g) making an individual look bad in front of other
people, (h) exclusion from group activities, (i) ignoring or
avoiding the individual, (j) rejection, (k) threats of being
ostracized from the group, (l) actual ostracism from the
group, and (m) other forms of negative feedback listed in
Table 6.2.
The negative sanctions that are used to discourage and
punish dysfunctional behavior toward the group by outsiders include all of the preceding items except indications of reduced status within the group, reduced cooperation in group activities, threats of ostracism from the
group, and actual ostracism from the group.

Norm-Enforcing Positive Sanctions
Groups maintain adherence to their norms through
members’ use of rewarding and penalizing sanctions.
Sanctions are essentially both positive and negative stimuli or feedback.
The forms and degrees of positive sanctions that are
used to encourage, reward, and reinforce members’ adherence or conformity to group norms include (a) expressions of approval or praise, (b) verbal or physical expressions of friendship, (c) acknowledgment of group membership, (d) acknowledgment of status within the group,
(e) conferment of increased status, (f) conferment of an
important role or function, (g) increased cooperation in
group activities, (h) volunteering of useful information,
(i) making an individual look good in front of others, and
(j) other forms and degrees of positive feedback mentioned in Table 6.2 (page 6-8).
The positive sanctions that are used to encourage, reward, and reinforce functional behavior toward the group
by outsiders include all of the preceding items except acknowledgment of group membership, acknowledgment of
status within the group, and conferment of increased status in the group. However, positive sanctions can also include acknowledgment of an outsider’s status in an organization or even his or her acceptance into the group.

Criteria for Employing Sanctions
In a given situation involving a particular member’s or
outsider’s behavior, many factors determine (a) whether
group members actually apply sanctions, (b) which positive or negative sanctions each member applies, and (c)
how each member applies his or her sanctions. Some of
the major determining factors are (a) whether the behavior involved is functional or dysfunctional for individual
members or the group as a whole; (b) the extent to which
the behavior is functional or dysfunctional; (c) the characteristics, group role, group status, and organizational position or status of the individual whose behavior is involved; (d) the characteristics, group roles, group status,
and organizational positions and status of group members; and (e) the existing interpersonal relationships between group members and the individual or individuals
involved.
Like group norms, sanctions can be applied to both
members and outsiders without anyone being consciously
aware of them. So again, the application of sanctions can
be a subtle but powerful influence on people’s attitudes
and behavior.

Factors That Determine the Degree of
Influence Exerted
In general, the more or greater each of the following
factors, the stronger or greater a group’s influence is on
either a member or an outsider:
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a. The degree to which the individual’s behavior is
either functional or dysfunctional for individual
group members or the group as a whole
b. The extent to which the person’s performance,
need fulfillment, and goal attainment can be affected by the group’s behavior
c. The extent to which the individual may be insecure, lacking in self-confidence, dependent, or submissive (in terms of his or her personality)
d. The extent to which the person shares the group’s
values, interests, attitudes, goals, and problems
e. The cohesiveness of the group, which in turn affects the uniformity and concertedness with which
members apply sanctions
f. The strength of the positive or negative sanctions
applied to the individual by the group
g. The number of opportunities that group members
have to apply sanctions to the individual (a function of the number of contacts between the individual and group members, which, in turn, is a function of interdependencies of their jobs or roles)
h. The ease with which group members can apply
sanctions through speech, gestures, facial expressions, or actions (a factor that is a function of people’s proximity, available modes of communication, frequency of contacts, and other factors)
In general, the more or greater each of the following
factors, the weaker or smaller a group’s influence is on
either a member or outsider:
a. The degrees to which the individual is affected by
opposing or conflicting influences exerted by other
individuals and groups
b. The degrees to which the individual is affected by
opposing or conflicting influences exerted by job,
organizational, or outside forces or factors

needs to a greater extent than groups to which they do not
belong.
Consequently, individuals are normally more sensitive
to the positive and negative feedback (sanctions) applied
to them by groups of which they are members, and, therefore, adhere much more closely to those groups’ norms.
Second, people normally have closer relationships and
more frequent face-to-face social contact with members
of groups to which they belong than members of groups
to which they do not belong. This enables groups of
which they are members to apply positive and negative
social sanctions to them more easily, uniformly, concertedly, and effectively than groups of which they are not
members.
Although the social influences exerted by groups to
which individuals belong are generally stronger, equally
strong and even stronger influences may be exerted by
groups to which they do not belong. When this does happen in a situation involving a particular group and outsider, each of the following factors can be wholly or at
least partly responsible: (a) one or more members of the
group are in a position to affect the outsider’s performance, need fulfillment, or goal attainment to a high degree; (b) one or more members of the group are able to
apply sanctions more frequently or effectively than members of the groups to which the outsider belongs (due to,
for example, closer proximity to the individual, access to
more effective modes of communication, or more frequent contact in various situations); or (c) the outsider
wants very much to be accepted as a member of the group
and, therefore, adheres voluntarily to its norms and is
very sensitive to the sanctions it applies.

Other Group Maintenance Phenomena

Degree of Influence Exerted on
Members Versus Outsiders

Other phenomena involved in maintaining a group include how interpersonal conflicts are resolved, how the
group reinforces its image in an organization, and why
potential members are accepted or rejected.

Generally speaking, stronger socially oriented influences are exerted on individuals by the groups to which
they belong than by the groups to which they do not
belong. Among the reasons are the following: First, when
people join any social group, they entrust the fulfillment
of various social and ego needs (and perhaps other needs
as well) to the group. In effect, they make themselves relatively dependent on the group, thereby enabling it to
fulfill certain needs more fully, consistently, and meaningfully than groups to which they do not belong. However, they also make themselves vulnerable to the group,
thereby enabling it to threaten the fulfillment of various

Conflict Resolution: To maintain internal stability,
groups must deal with interpersonal conflicts that are often caused by, for example, differences between members’ tasks or differences between members’ values, personalities, beliefs, and attitudes.
Group norms and sanctions influence whether conflicts will surface and how they will be dealt with if they
do surface. For example, it may be customary for members of the group to exercise sanctions such as overt disapproval of members involved until they resolve their
problem. Resolution may also be facilitated by group
members exercising their tension-reducing roles. For ex-
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ample, the social leader could initiate other members’ use
of the sanctions mentioned previously. Or the arbitrator
could act as a go-between in order to bring about a compromise. Or the group clown could make the conflict
seem laughable and rather pointless.
Image Reinforcement: Groups also maintain cohesion
by comparing themselves with other groups. It is not unusual to hear comments such as “Oh, they ____ all the
time, but we wouldn’t think of doing that,” or “We
can____ better than they can,” or “Look at what they’re
doing now.” This is a simple device. By putting others
down, groups put themselves up. They also reinforce
group cohesion. It is a matter of self-image reinforcement, which is an important element of human nature.
Competition between groups may also reinforce both internal solidarity and the group’s status in the eyes of other
groups—especially when the group wins.
New Members: The issue of a prospective member’s
admittance into a group often generates conflict within
the group. If the individual has excellent qualifications,
members who have high status in the group might want to
admit the prospect because he or she would add to the
status of the entire group, but they might not want to
admit the prospect because their own relatively high status in the group could be diminished. Members who have
relatively low status might want to admit a prospect because the entire group’s status would be increased, but
they might not want to admit him or her because their
own already low status could be further reduced. (If the
prospective member has relatively low qualifications, the
motives of high and low status members could be reversed.) Whether or not a newcomer is accepted into a
group is a matter of who stands to gain the most, who
stands to lose the most, who can exercise the most influence on the rest of the group, the group’s norms, and the
interactions that take place during the decision-making
process. Groups also maintain themselves by expelling
members who consistently break group norms, jeopardize
the group’s status relative to other groups, or behave in
any other manner that would undermine order and cohesion within the group.

Part 5
Interpersonal Conflicts: Symptoms,
Types, Sources, and Resolution
Even though the topic of interpersonal conflicts and
how to handle them is an important one, the basics are
covered very briefly here. To do the topic justice would

require an entire book. However, the discussion can be
abbreviated because so many of the inputs to conflict
analysis and resolution have already been covered. The
major inputs to problem solving—yes, conflict resolution
is a problem-solving situation—include (a) planning,
problem-solving, and decision-making methodology (the
analytic approach), and (b) the possible causal factors to
consider (factors discussed in Chapters 2 through 6).

Symptoms of Interpersonal Conflicts
Table 6.6 (next page) lists indicators that interpersonal
conflicts are occurring. Symptoms that occur in individuals include negative emotions, the use of ego defense
mechanisms, and negative or dysfunctional behavioral
phenomena. Negative or dysfunctional behavior toward
others can be placed in four categories: (a) active or direct, expressed verbally; (b) active or direct, expressed
physically; (c) passive but direct; and (d) active but indirect. Note how these behaviors relate to the behaviors that
hurt people in Table 6.2 on page 6-8.

Types of Interpersonal Conflicts
Conflicts can be categorized in various ways. In the
left column of Table 6.7 (page 6-42), they have been classified by context—that is, by where they occur and who is
involved. Some involve family members. Some involve
people in the workplace. Some involve friends or social
groups inside one’s organization. And others involve individuals or groups outside one’s organization. The second column of Table 6.7 indicates that conflicts can also
be typed in terms of symptomatic behavior. (The four
groups come from the right column of Table 6.6.) The
second column also classifies conflicts by their level of
seriousness or importance—that is, minor or major. The
last two columns classify conflicts by their basic causes.

Causes of Interpersonal Conflicts
As shown in the two right-hand columns of Table 6.7,
conflicts in organizations can be caused by many factors.
Actually, the two columns are an abbreviated version of
the checklist of factors in Table 4.1 on page 4-14 (Chapter 4). Here are some common causes of conflicts:
Personal characteristics in general: Some causes stem
from the similarities between individuals’ personal traits.
For example, if two people are very high in the political
value and self-assertiveness, they may clash over territorial or authority-related matters related to family, school, or
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organizational structure and job/role descriptions. Other
conflicts stem from differences between individuals. For
example, a very messy and disorganized person may irritate an extremely orderly and organized person (and vice
versa). Both similarities and differences in needs, values,
interests, goals, interpersonal dimensions, and other traits
underlie many conflicts in similar ways.
Task- or role-related factors: Many family and organizational conflicts stem from differences between different individuals’ or groups’ tasks or roles. The following
are organizational examples. One that involves the difference between two units’ “time span to outputs or results”
(or time orientation) is frequently found in manufacturing
companies: An operations department lengthens the time
span of its production cycle so as to lower costs per unit,
but the time frame that is important for the marketing department is getting the product to a customer as soon as
possible. The difference in time orientations often causes
scheduling problems and friction between marketing and
production personnel. This is another example: Personnel
in a certain operations department have manual and physical skills, only a high school education, and relatively
low organizational status. On the other hand, personnel in
the marketing department have more education, more developed mental skills, and higher status. Such differences
often lead each group to see the other as less OK than
themselves, create jealousy and resentment, or cause interdepartmental animosity.
Organizational variables:
A common situation in
which organizational variables cause conflict occurs if all
personnel are working overtime, are physically and emotionally stressed, are becoming very short-tempered with
each other, and are getting into squabbles. Another scenario occurs when spans of control are too wide and too
complex for units to be well coordinated. The resulting
stress causes two supervisors’ tempers to flare, disrupting
their working relationship.
Social phenomena: Sometimes social situations cause
conflict. For example, a social group’s insiders may shun
outsiders with whom they must relate because of job interdependencies or group norms. The resulting ill feelings
may undermine necessary communications.
Outside forces or factors: Sometimes factors outside
an organization cause conflict within it. In one familiar
scenario, customer demands cause job-related pressures
and conflicts between sales and marketing personnel. In
another scenario, rapidly changing technology puts stress
on the R&D, marketing, and production departments,
which elevates tempers and undermines the coordination
of efforts to bring a new product to market. Another example involves different outside groups, each with different social norms about work and social priorities. These

groups may exert contradictory, conflict-causing influences on the attitudes and behavior of interdependent individuals or groups.

Conflict Resolution
(Solving Interpersonal Problems)
Resolving interpersonal conflicts is problem solving.
Its approach or methodology involves analyzing a situation (perhaps using a checklist of possibly causal factors),
formulating possible solutions to deal with the causes,
and then choosing the most appropriate solution(s). Although the analytic approach should be common to all
conflict resolution processes, the situations often differ in
these respects: (a) the contexts involved, (b) the variables
being considered, and (c) the need for the parties’ participation in the problem-solving process. Since the analytic
approach has already been discussed in terms of a problem-solving process (Chapter 4), the concepts and methodology need not be covered again. However, the following points about the process should be mentioned.
Experienced conflict mediators generally recommend
that the individuals or units involved initially analyze any
nonpersonal task, environmental, social, or organizational
causes for which neither party is personally or directly responsible, for two major reasons: First, these are very often the real, underlying causes, even though the parties
are probably blaming each other’s personalities, opinions,
skill levels, attitudes, or whatever. Second, focusing on
nonpersonal, nonthreatening, face-saving causes often defuses personal blame games. When they have ceased attributing blame, both parties are more rationally prepared
and emotionally willing to formulate actions that they
might take to help deal with nonpersonal causes and any
personal causes they may have voluntarily identified.

Conflict Resolution Styles
Table 6.8 (next page) describes the conflict resolution
behavior identified by Zoll (1974), Hall (1986), Simpson
(1977), Thomas and Kilmann (1974), and Hart (1981).
[The work of several of these authors was largely based
on the work of William Marston (1928).] Note that the
patterns of behavior in Table 6.8 can be associated with
the five distinctive interpersonal styles in Table 6.5 (pages 6-34,35, 36). Note also that, of the five conflict resolution styles, the most participative is used by synergistic
individuals and participative managers, whose objective
is “to resolve the conflict (problem situation) together.”
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Concluding Remarks
Understanding why and how individuals interact goes
a long way toward improving interpersonal relationships
in families, organizations, and public settings in general.
This chapter has covered many frames of reference in order to help improve social relationships by increasing students’, parents’, teachers’, managers’, and leaders’ social
insight and interpersonal awareness and sensitivity.

Relationships With Other Methods
and Processes
Previous chapters have concluded with tables illustrating important relationships among personal goal setting
and planning, the managerial/leadership process, problem
solving, and learning. When performed most effectively,
they have all involved the analytic approach to problem
solving.
As shown in Table 6.9 (page 6-45), the same can be
done here. Resolving interpersonal conflicts, and also attempting to improve relationships, both involve the analytic approach—i.e., analyzing the situation, formulating
alternatives, and decision making. In fact, as pointed out
before, during the process, learning is occurring.

So again, these processes are interrelated, and when
performed well, are also interdependent. This means that
they can all be used in an integrated or “synergistic”
manner, with each contributing to the effectiveness of the
others.
Note on the Following Addendum: In several of our
books and seminars we cover the process through which
children become socialized. In the Addendum at the end
of this chapter we provide an abbreviated version of that
discussion. It is particularly meant to be read, understood,
and used by parents. However, we recommend to young
adults that, in order to understand more about themselves
and the process of their development, they read it, also.
Note on the Next Chapter: In order for people to analyze, plan, solve problems, make decisions, implement
action plans, and interact effectively, they must communicate well as they interact with others.
While better communication skills involve greater interpersonal awareness, sensitivity, and understanding,
they also involve a knowledge of and ability to utilize
communication concepts, principles, methods, and practices. Therefore, Chapter 7 describes a methodology for
further developing communication skills.
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