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 Chapter 1. Introduction 

1.1. What is a problem and what is a conflicto? 

It is important to differentiate between problem and conflict because they are not the same: 

 
A problem is a sign that something is wrong. It is a potential conflict, a signal that 

indicates the need to get ahead by taking action and taking a proactive stance. 
A conflict is the emergence or broad expression of the problematic symptom that was 

not treated, which indicates the need to react quickly, to avoid aggravation or to take 

on greater proportions. 

Table 1. Difference between problem and conflict 
 

PROBLEM CONFLICT 

Complaints Disagreements between parties 

Evidenced facts Clashes produced 

Issues with no apparent solution Economic interests and opposing 
points of view 

Situations in which difficulties in 

communication, integration, 

cultural understanding are 

observed 

Discussion, confrontation, fights 

between people who do not reach 

an agreement 

Misunderstanding of matters such 
as measures, instructions, decisions 

Non-consensual agreements on 
measures, instructions, decisions 

If we are facing a problem, the strategy is prevention. If we are 
facing a conflict, the strategy is mediation and possible 

negotiation. 

Source: self made 

 
Spotting the potential conflict problem is an opportunity to mediate before it escalates into conflict.
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Frustrations (Not meeting expectations) 

Irritating events 

Imbalance between emotion and reason 

Perception of verbal and non-verbal provocations 

Perception of lack of education 

Perception of injustice 

Fear (Insecurity) 

1.2. Conflict triggers 

Normally, the conflictive focus arises from relationship problems or interactions, 

especially with strangers who do not conform to the norms of behavior and value scales 

that are common for each human group in a given culture or environment. 

 
Confused perceptions, especially if they are related to the impact on life and personal 

interests, leads to uncertainty, which in turn provokes fear. Fear is a great trigger for 

conflict, as it is reactive and defensive. 

 
We highlight as triggers: 

 
 

 

1.3. The communicative question 

Communication is not everything, but it is in everything, because everything has some 

meaning (idea or mental image that is formed about something, therefore, it is an 

interpretation) and significant (Sounds or symbols through which we express that idea or 

mental image). That is why it is important to take care of the ways of expressing, as it can 

produce reinforcement of preconceptions, stereotypes, or it can discover realities and be 

transformed in a constructive sense that motivates empathy and attitude towards 

conversation or dialogue. 

In a conflictive situation, communication serves to build bridges that bring together 

positions, apparently irreconcilable, and takes the form of mediation and negotiation, 

as the case may be. 
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Appreciate the culture and values of the human group with which you work 

Understand informal social media and unspoken human group norms 

Encourages conversational dynamics to provoke a sense of belonging and find a 

balance of interests 

 
Transmits energy and stimulates team spirit motivation 

Chapter 2. Social intelligence and emotional 
intelligence in organizational leadership 

2.1. What is social intelligence and emotional intelligence? 

The social intelligence is the ability to 

interact with other people. Obviously, this 

ability has to be part of the skill set of a 

person leading an organization. 

 
Social intelligence is expressed through 

empathy and the ability to adapt to the 

mood of other people, in the sense of 

showing interest in people (away from 

paternalism / maternalism / indecision) and 

skillfully manage the sense of humor (away 

from the joke or sneer). 

 

People with the competence of social 

intelligence show a great ability to stimulate 

positive emotions in other people, such as 

workers, whose cooperation to achieve the 

objectives of the companies is crucial. 

 
 

 

 

Characteristics of leadership with social intelligence: 
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Now, if it is about stimulating positive emotions, there is a clear need to know what 

emotional intelligence is. 

 
Emotional intelligence (not emotionalism) is expressed in the ability to recognize 

the motivational state of a person at a given moment, but also taking into account a 

set of cultural variables from geography, socioeconomic strata, sex / gender, training 

/ education…. That is why we can find “smart” people in one environment or setting, 

but not in another. 

 
People who lead organizations must internalize this critical concept, otherwise they 

would exercise “emotional intelligence” to manipulate or dominate, without taking into 

account the settings and their characters. It is about creatively and effectively 

managing our desires and listening and managing the expectations or desires of 

others, seeking a reasonable balance of interests, and for all this knowledge is 

required and knowledge requires dialogue of knowledge and dialogue of 

ignorances. 

 
Companies in the agri-food sector present many settings and characters that contribute their 

own cultures, visions, emotions, in short, realities. 
 

 
2.2. Emotional-cultural and cognitive bases of conflicts 

 
In this sense, we can speak of socio-emotional intelligence as knowledge based on the 

combination of study and experience, and the product of dialogues of knowledge and 

ignorance. 



 

“The ability to coordinate activities and the work of interpretation and perception are supported 

by social organization; that is, on a set of competencies and practices that allow the different 

agents to identify the activities of each one, and therefore, act appropriately. This form of 

organization is what can be defined as distributed cognition; that is, as a process by 

which the different subjects represent, reason, orient themselves towards and perform 

in a group manner a set of tasks and activities, Hutchins (1989), activities that are 

inscribed in a cultural framework or in a particular social context”. 

 
Lozares (2000). Papers, Vol. 62. https://papers.uab.cat/article/view/v62-lozares/pdf-es 

EMOTIONAL-CULTURAL BASES COGNITIVE BASE 

Emotions: These are changes in our internal 

environment that are the product of a reaction to 

external stimuli and are reflected in the brain 

through emotional representations (feelings). It's 

universal. 

Knowledge, acquired through study, as well as 

information provided by the environment and 

experiences. (Learning). 

Conventional gestures are what can be cultural. (Eg 

greetings or farewells) “the languages of the 

culture”. 

Cognition involves thinking, language, perception, 
memory, reasoning, attention, problem solving, 

decision making. 

Feeling and thinking are two intertwined elements. 

Homo sapiens sentiens 

Seeking knowledge implies dialogue of knowledge 

and dialogue of ignorance. (Knowledge is socially 

distributed) 

Intra and interpersonal intelligence as a basis 

Intelligence for emotional management 

Emotions / feelings + reasoning = Art of prudence 

or Social Intelligence 

 

2.3. The role of communication in socio-emotional intelligence 

The fact of considering the socio-emotional implies communication. Therefore, the 

intervention in a conflict from this triad intelligence-social-emotional, but based on the 

acquisition of knowledge leads us to speak of communicative aptitude: 

 
Aptitude for communication in the conflictual framework. Rationale. 
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The role of communication is to establish the appropriate channel to collect information and 

socially distributed knowledge (formal and informal) and to seek co-orientation in the 

conversational dynamics between people, thus avoiding value judgments, misinterpretations 

and creating false expectations that lead to frustration. 

 
In accordance with Echevarría (1994 p. 147-150) 

 
“A company is a linguistic system and that everything that happens inside it can be 

examined from the perspective of its conversations […] Organizations are linguistic 

phenomena: units built from specific conversations, which are based on capacity of 

human beings to make mutual commitments when they communicate with each other. 

A company is a stable network of conversations” 

Conversations in which according to the author (pp. 41-46) five linguistic acts are 

produced, which we understand every person with responsibility for human resources 

management should consider: 

 

LINGUISTIC ACT IMPLICATIONS 

Affirmations Descriptions that can be true or false 

Declarations Valid or invalid information 

Judgments Unfounded or unfounded opinions 

Promises Commitment to action 

Additional elements Listening and silence 

From the foregoing we will say that the key elements of the conversation are: 

 
Intellect: Understanding, intelligence, wit, subtle argumentation based on objective 

evidence, not fallacy. Expository clarity. 
 

Aesthetics: The way of expressing thought, feeling, "the art of prudence" by Baltasar 
Gracián (1647), avoiding "prejudiced" value judgments. 
 
Ethics: Responsible and fair / equitable behavior: avoiding moral blackmail, 

unhealthy manipulations. 

Consistency: Avoid contradictions. Strong argument from start to finish. 



 

 
 

 

 Chapter 3. Conflict prevention. 

3.1. Detection of potential conflict 

Proactivity is required when faced with symptoms: 

 
a. Constant observation of the organizational climate and its impact on work 

performance and productivity. 

Are there complaints? 

Is tension perceived? 

Are there errors made? Attributed to what? 

 
b. Identification of the problem or potentially conflictive issue, through agile investigation. 

 Preparation of questionnaires to measure work environment and contrast with 

performance data. 

 Identification analysis of workers with their job and with the company. 

 
 Multicultural analysis of the organization. 

c. Identified the potentially conflictive issue establish a roadmap with: 

 Identification of internal and external audiences that it may affect and with what 
consequences. 

 
 Mapping of strategic options to modify the problem situation or what to do about it. 

 
 For each option, write a specific action program: How to intervene. 

 
 Plan to monitor the evolution of changes and evaluate the achievements of the 

programs. 
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“Language is the great tool that human beings have to coordinate actions with each other, and to 
even coordinate the way they coordinate actions” (Echevarría, 2000). 

 
“A conversation that builds a trusting relationship is, therefore, an interactive process in which 

each party invest and gets something of value in return” (Schein, 2013) 

7 
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3.2.  Identification of the triggers of the conflict 

To do this you have to ask some research questions: 
 

Is the problem interracial? 

Is the problem individual or family? (External to the organization) 

Are there literacy and language comprehension problems? 

Are there mechanisms to collect complaints? And if there are: are the complaints categorized? 

At what point in the employment relationship does discomfort occur? 

Have claims or value judgments been made? 

Have promises been made? 

Is the informal organization and its unspoken rules known? 

Has an empathy map been made?  

Etc. 

 

 

 
 

 

 
 

 

 

 
 

 

3.3. Communication and triggers management 
 
 
Ultimately, it's about managing discomfort; for this we will proceed to: 

 
 Identify fears that prevent you from leaving your comfort zone. 

 

 Foster systems of conversation that bring our ways of thinking and being closer together. 

"Language not only describes realities, but creates them” (Echevarría, 1994) 

 
 It is about understanding how and why other people perceive reality, in order to 

understand real needs (not those that we subjectively believe that others have). 

 
Conversational dynamics foster creativity for joint problem solving and co-creation 
motivates everyone's involvement and taking action in solving the problem. They reduce 
uncertainty, which is a source of conflict. 

Without conversation or sharing, the perception of one of the parties and even of both is that of 
imposition. Imposition by its nature generates defensive attitudes that lead to conflicts.



 

DO NOT ENTER PSYCHOLOGICAL GAMES: Give unexpected answers that break the 
prophecy about abuse of authority. 
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 Constructively handle situations detected as problematic: 

 
 Respect even when there is a tense situation and cultural differences 

 
 Ability to handle indignation: I can verbalize with adequate expression that the 

situation is not pleasant and that is why the conversation system is proposed. 

 

Stable self-esteem, so as not to fall into provocations and avoid psychological 

games. (Know our values, our qualities and reaffirm ourselves in them without false 

modesty). 

 

Empathic capacity, putting yourself in the place of the other (does not imply 

paternalism) and it does imply. 

 

Motivate from inspiration (creativity) not from obligation. Motivate from affection not 

from imposition 

 

Become aware of our verbal, paraverbal and non-verbal strength and the impact it 

produces on others. 
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Chapter 4. Conflict management. 

4.1. Identification of the main focus and source of the conflict 

When the conflict has broken out, it is essential to clearly identify the focus of the conflict. 

There are two major focuses: 

a) Matters related to the company such as salaries, working conditions, incentives, 

security, etc. 

b) Personal Confrontations, in which emotions intensify the feeling of indignation. There 

are also people who are conflictive for various reasons and take advantage of any 

possible source of conflict to take it as a flag. 

 
The sources of conflict are usually: 

 
Personal differences 

Diferencias culturales 

Differences in the perception and understanding of information 

Work stress 

To manage the situation, it is essential: 

 
Focusing on the facts, that is, on objective evidence. 

Provoking mutual empathy without forcing consensus. 

Work on mediation with a collaborative approach that 

includes multiple alternatives. 

 
Once the alternative has been selected, start the 

collaboration agreement to achieve the resolution goal. 

 
Get out of the comfort zone but keep the power 

relationship balanced. Personnel managers must have self-

esteem, self-confidence and elegance in forms. 



 

4.2. Communication strategies in conflict management 

It is about seeking understanding through six steps that facilitate communication: 

1. Find a common denominator: It is better to start by talking about what is similar 

to all the actors, for example, the desire for a better work environment. 

 
2. Ask questions: That facilitate highlighting, needs, motivations, feelings. 

 
3. Actively listen to the answers: Show interest in everything that is expressed, 

without making value judgments. 

 
4. After listening, speaking and valuing the role as mediator or mediator in 

the communication process: It is about exposing the benefits of following the 

process of being able to talk about the problem that originated the conflict, all of 

this presenting logical reasoning well based on objective evidence. 

5. Grounded and motivating speech for the co-creation of alternatives and joint 

selection of the one they consider most appropriate to the situation. Without 

impositions. 

 

4.3. Relational strategies for the recovery of the good work 
environment and communication fluency 

It is about elaborating intervention models and developing empathy maps, in which the 

relational dynamics facilitate the interaction between people involved in the problem / 

conflict. 

Agile prototyping involves: 

 Art of listening 

Agility versus rush 

 Methodology versus improvisation, comprising the following steps: 
 

1. Form groups of people with a rapporteur. 

2. Each group will identify three symptoms and give them a name. 

3. Each group will ask three questions about the name given to the situation “symptom”. 

4. Each group will formulate an empathy map regarding the situation / person / group. 

5. Each group will formulate creative proposals based on the information obtained from steps 2, 
3 and 4. 
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º 

What do you think and feel? 
What frustrates you? 

 

Wha
t do 
you 
see
? 

What 
do 
you 
hear

? 

 

 
 

It is interesting to combine with anonymous work climate questionnaires as a first step 

to invite a conversation. 

 
In this case, it is important to include questions that give us an indication of the 

predisposition to speak or fears to express oneself. So we can design the right 

environment / scenario for conversational dynamics. 

 
 
 

 

 
Finally, and by way of closing this brief manual, the role of the sender and the receiver in the 

communication process is exposed.

What do you think 
and feel? 

What do you say 
and do? 

What motivates you? 



 

Role of the Issuer in the Communication Process 
1. Responsible for the result of the process since it acts with "premeditation". 
2. You know you want to say something and decide how, when, where and to whom. 
3. Variables to be taken into account by the Issuer: 

 

3.1. Those of the process 

 Have a clear idea. 

 Choose the appropriate code for the interlocutor (language). 

 Choice of the largest number of channels to increase fidelity. 

 Know how to control interference to avoid loss of information. 

 Be aware of your responsibility as an Issuer. The truth is not what A says but what B 

understands. 

3.2. Paralinguistic variables 3.3. Non-verbal variables 

 Intonation Gestures 

Facial expressions Volume 

 Posture Articulation 

Look Locution 

 

Role of the Recipient in the Communication Process 

 
Active Listening Capacity: Transmit to the Sender what their message means to us 
 
Active listening is helpful when 
We are not sure we understand what the other person means. 
When the message sent is important or carries a strong emotional charge. 
 
Between what ... 
 
I think / I want to say ... 
What I think I say / say ... What I think Hear / hear ... 
I think I understand / I want to understand / I understand ... 

 

THERE ARE 9 POSSIBILITIES OF NOT UNDERSTANDING 
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